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Cainbi'kkji: Idtcriialiojial Corpus 



Ot the 



used in compiling rlie hn;;i].i 



The Cambridge International Corpus is a vast database ot'o\et "00 million words of real 
linglish taken from books, newspaper. ad\cni-:ng, Iciicrs and emails, wcbsiic-. 
tun versa dons and speeches, radio and television. 

■ The Corpus helps us to get a representative picture oi bow English is used, both in 
writing and in speech 

m It is eonsianth being updated so wr are able to include new words in our book' i. soon 

■ It contains both British and American F.nglish, which means we can analyse the 
differences and produce accurate marerials based on either variety of Knglish. 

■ It is 'real" lingjish so we ear. ensure that c.sanrplcs in our books are natural and realistic. 

Cambridge Business Corpus 

The Cambridge Business Comas, which is parr of the Cambridge International Corpus. 
t n]irai:is business article- from the British and American press, business books. iiiiaucLsl 
and legal documents, companv repor ts. professional and commercial te.\rs, goiernment 
reports and product descriptions. 

More choice from the world's bestsellers http://w « w.;ai:i':v idge.oi g ; cii, ; auise 




t\ .die: ion a :v. Cambridge, my. 
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World of work 



■. D rding 




ap.enrv rarher than maaugint; i[. 



dleagucs immediately and i still get o 



.•Inevemcnt when we ok 
y beautiful. 



I like the team work 

Tin an aircraft engineer. I work on chc rest; 
putting ideas into practice. I like working in 
team. I like the team work and the sense of 
And of course, the planes we produce .ire ve 
Is there anything I don't like; I dislike dav-, when I'm chained In a desk. I dor't like 
admin and paperwork - sometimes I feel I'm snowed under with it. And in a large 
organization i,ke mi'-.. the:e can he a lor ol red tape and bureaucracy - rigid procedures 
rhar can -low things down.' 

I want to make a Contribution 

Tin a secondary school readier. ll\ a low-paid |oh bat 1 waur ro help people and make a 
eon trih lit ion t society. I hat's w ha I gives me motivation. \lv job gives me a kit o: 
satisfaction. '] he w.ab can be stretching, taking me ro the limits oi nw skiks and 
know ledge. Bit: it's great to see kids de\ eloping and learning. Oi course, rhev can he very 
dillieult and demanding, hut sometimes we ■■■■■ ea ge: recognition :ioi;i parents rhar we are 
dona', a good job! bin I tkiu'i like unnecessary interference - I don't like people breathing 
down my neck.' 
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; Complete the stiiiL'i ilvs Willi expressions from A Opposite. 

3 If you have a good working relationship with your colleagues, you 

well wirli them. 

4 If you do the actual work of the orc;ir ization r.uhei diaii being a manager, you are 

b If you want to say that work is not repetitious, you can say, ' 




joTOf;:livL- 

satisfy 




Wfite a job description for your own job or one yo u would like, and say why you feel you 
are suitable for it. 
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Management styles 1 




ions they take have a direct impai 
. so they don't have 



ik mc aboiit every 



I believe ilk',1 our en-.plim-,s can ' 
i"( sponsibiiiry. which menus thar the 
and nii-ouiMs'.o rhrm ro use their inili 
decision they make. 

We nope this gives cmplfnees the feeling rhat rhey are valued, with management knowing 
the effort they make. "We believe that all this leads to a higher sense of motivation among 

When everyone feels murivnred, morale is good and there is a general feeling oi" well-being 
V in the organization. 



Motivation 2 

1 don't believe in all this talk about motivation. 
Mv subordinates, the people working under mc, arc 
kisical'e hzv nnd need constant supervision - we 
have to cheek what they are doing all the time. 
Some people think [his is authoritarian, but 1 think 
it's the only way of managing. 
Decisions must be imposed from above without 
consultation - we don't discuss decisions with 
V workers, we just tell them what to do. 

Nule: Subordinate is very formal and can 
be negative. 




■Xavier-fartoivm;ir,ri(j!.T 



Yolanda is more humanitarian and believes m llieon Y. the more ad\;!nccd vi 



ork since the 
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Ynl.:ruh\ crnplovrc^ arc talkine. jinnir her riana!;c:i kill s:\lc - iff A oppovae. Replace itlc 
LaulerlincJ phrases '.villi approon-He- ion us nl e\ piv.su in. r:«n A. :Pav atieir.u >li Ip Hit 1 
«rammaric,ll eonrevr. The hrsv one lias been done ior you.: 

w e make . 

7 She cncoiirapo. u* tn Jo i/i'a;- '. a nouf a^k ipj lii r ri 

nwaiiK rhc com pan \ 's goals. 
4 We have a real s:;:-s U - of it'.: icaa r har our effoiis are miporuiMLioi: rhe ■:icc ;— m me com pany. 

2.2 Look at the expressions in R opposite ana say ir' ihcsc -rarcments aiv t:i:e o: raise. 

1 .\iithwiTariAii r.v.i!i,i;-;Ys Ukr. Iwcuiiv.!. m -,he «Tiinitvis of ttaii I'l-itjUiytis. 

2 If people lie'Li! LdinMiir supervision, you kvf :n v.a'ch rhem all the rime. 

3 .V.iihcntarian mana^i ■•. : ikc i/ie :Ji .; ot consairaiion with their employee-. 

4 1 1 i.kvisiiin> are imposed from aboi e. cniploi ccs have no inlluence over them. 

5 Someone's subordinates are rhe people working alx^c taciu. 



2.3 Mar 



n eliffe-eiil c< 



mporrant to lei people ■ 



I encourage employees to ^ 
UK their: own initiative. { 
That way yoi 
potential future managers 



530 pm. Thar way I can be 
sure they are doing the work 
we are paying them to do. 

' We encourage the worked 
at ihe plant to make suggestioi 

they arc involved with. 



All they're interested in is 
getting to the weekend, doing 
as little as possible. 



Over +o ipu 



Write a memo to the head of your organization or one v°" would lite to work for, 
suggesting ways to encourage initiative among employees. 
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Management styles 2 



Hvj)ieR£ factors 

Yoianda. rlie car rental manager v. 
L'nk 2, went on a management C( 
looked at the work of Frederick Herzberg 1 . 
who studied what motivates employei 
k these botes. 

Tnere are aspects of Wort; are no+ 




MoiivMtot factors 



■■ic.v.r.iii.c .nj- - '.'af, J-'itlme; iv.rt-i- (pa linve. bee* 
Successful in r-f-tadu'itg /jour (puis 
r/.-^mfb;;* ■■ -^-..-.I.'itrj ~yv<-r jjoar employers 
urul". ■"&) ;md ;wd vnljif. iiv.d-r ;!■-;< io b;j tjiVi'nii 

-l-lif. iiiort: Az.dC - -ita nMure. arA in-ran?..£+ cf 



rgsoonsib<lK7< - (pa istrr, in charge, of 

some-l-kin^ and j'+s Access cr failure 

- koa) far ipu awl be pncsuo-W lit 
''.c organ iou' far :jou ,iA op up +he 

personal ^mu-Ky - hod /pa develop pei-sonallij m 
(jour' (dot, and .'par cri-.n'--r(m.''^r:'.r, -bo do -HliS 



Empowerment 

On riic o>ui-si>, Yobruhi alsn looked .1 



6..ui2£i£wx"d - 'rfiii b>.<(-|- df.-'.'S.'onf.. nv.!*.r,-. possib!.'., skou!d be rande by 
CMOlOfl.f.e.S i<Slo are de-Si. -it; rnf. r£Sii£S L-roblcr.'.S -re b,-. ScVcd, «jj+Sloa+ 
having to eonSal.i -rrt&i:- s 'ur-i-ker up w +ke kirrarrty. In ofiier 

IE mack us possible.. 
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Business Voaibulaiy in Use (osSvotKed) 



£} Employment and employability 



Outsourcing 

Nigel, a 30-year-old information technology 
m specialist, talks about his career so far- 
bank- AJ] the IT work -,v.)- (lone imhouse. I 
Thought 1 had a |ot) for life. Hut then one day 
the bunk decided to cut costs by outsourcing 
tiie work to a specialist IT company called 
IT Services {ITS). 



I m 



k didn't make me redundant 
: for ITS instead. At first, I 




very happy. We work wuh a lot oi differs 
clients - I'm a consultant and I give them 



Employability 

'ITS put a lot of emphasis on professional development and wc often go on training 
course mi we can keep up w.rh current trends in the industry. 

ITS Ceil us that although we may not liai e a (oh for life with the company, "<ir up-m-datc- 
skills will mean that we will always he employable. Companies and governments talk 
about the import.! nee or lifelong learning ■ continuing to develop our knowledge by 
eoing on course? and reading journal-,, lor example. 

I really cn|"oy my work hut in the next year or two, I may make a career move and join 
another eompanv." 

Freelancers and portfolio workers 

'"When I'm about 40, I want to set up on my own as a freelancer offering consultancy 



s. The idea of working freelance on differ' 



of people will work this waj 
their wotk because they wai 



companies outsource more and more oi 
>n their core functions. 



1 lip, ■ A«f nf\ >:rr,is,;n i R.-.-ido™. rloe-i: ZliilJ: 
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Complete the crossword with appropriate forms of expressions from A, B and 1 C opposite. 

. , . r> , 



4 Turning courses etc. related to 
work; development ill] 

6 What many companies nn longer ofkt. 
(3,3,4) 

5 and 9 down When fou get a better job 

you make a (6,4) 

who olicrs professional advice 



companies, (10) 



iL buv . 



12 If vou star! work as a freelancer, vou 
on your own. (3,2) 



J 



iuxr 



5 The people in 2 and 3 do- 
7 If yon lose your job, for e 
9 See 8 across. 



ork for a number oh different coin.\inics. W.bi 

.are also called (11) 

mple because ir has been outsourced, you are made !'<■>> 



Complete die sentences with appropriate fornix of expressions from A, B and C opposite. (There 
are two possibilities for one of the gaps.) 

1 There's a loc to he said for I would encourage more working 

men and women to refresh their skills on university short courses tailored to their needs. 

That way rhey can keep up wirh and make sure rhev are always 

aware nl the latest thinking m their area. 

2 1 love my new job. This is definitely the best 1 could have made. 



3 The company fired 11,000 rvnplnvees ...nd .old -ivcr.il :v.i,iiies 



s. Nome 



4 .Sonic former atln'itisaig cvivtirjies of'f'c 
expertise the agencies do not h.'oe rhcr.i 

work done by 

H Of course, there are ,;d\ nnrages to doing some things ... 
haw to cxHaiu in outsiders v. b.u uu want them to do. 



. . ro ad agencies, briilgirit; 
.. have haidh ;nv pormanenr sr.itt and rely on 



Would it be possible to do yaur job or one you would like as a freelancer? Why / Why not? 
What are the advantages and disadvantages of being a freelancer? 
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Flexibility and inflexibility 




.lancers tsL'L- L m-'t -ft. 1 1 ill 1 1 v organisations dure 
looking fur ways of having more flexible 
rking, lor csample: 

temporary workers who only work for short 
periods, when they are needed, cither on a 

through 



Jot 



>;!!■.;;;! 



The government 
pawed laws that 
go, compact 
payments; or 



,«!y 



without ichs. Hro i.n I hot .ill die.e 
cmploi crs j Ills ru ge: rid of cmplove 



: to unai wage this kind of job flexibility, and it has 
lire and lire employer- i : .:.-:lv. W hen letting people 
two weeks' notice and rrJar.wcIv sm;!l' redundancy 

niployment benefits, the money paid to people 
iiea.surcs make lor a flexible job market and 
it this aooroacl: leads to ioh insecurity, with 
s too easily. 



job protection 

siidonia is an advai'.eed indnstria Sized co'.mm w.th :■. wr, 
in trouble art onlv allowed to make employees redundant 
consultation. II employee; arc made redundant. rhe\ rcecu 

job protection, and trade unions .-re ne'iring hard 10 keep 

1'avnii.nts to cmpkmv. -ueii as sick pay, ai:o parental leave when thev I Brt ' traac 11 
■ „ . . ■ , , . , , . .', . , ' Am : lab a 
have ;mu' ,m inllowmg r.nr hirta i>: elnld-en, art- also very generous. I 

Mothers get 1 N months' paid maternity leave and lathers get six months' 

patcmiti leave. Hut the social charges which employer', and employees have to pay the 



.ii .i|-pr:\:e i. Companies 
long period of 
tons redundancy 
people need this sort of 



gov. 



high- 



Critic, say dial this contributes to a rigid labour market, one with too much job 

ptoteelion. Thee say that ti'.i- -ic! llie.sibiiit c. oh ere,! I inn 

and leads in the long run to higher unemployment and slower economic growth. As a 
consequence, companies niav iook abroad tor cheaper bases and w oik-ovces. 
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■ .o!< :it A opposite. Which ti -T:- of work is each of these people referring to? 



I work at the local council for 
two days a week, anci my friend I 



C I work in a petrol st 
I hours 3 week. 



■I'm on a job at Clark-inn's until \ 
I the end of next week. Then I'll pi 
I try and find something eke. 



.2 Melindaand Nigel, two managers from Stulonia, are talking about the issues in b and C 

i-opusite. Replace the vimteilim-d phraws with v-epics-siims with items Svom those mentions. 1'r.v 

attention to the grammatical context. (The first one has been done for you.) 

Melinda: It's ridiculous! We can't get rid of employees without a lot of meeting and discussion 

with emplo-c organ i/a-.ioi is. govcrumenr ofhcials and so on. We have lo keep even 

the laziest, most incompetent people. 

ife cai'-f- nu&i empl oye raJWflft-t- aji-eW a. lo+ of cOTSel+a+fc* rti-Ht -ftada awoss, 
.-jovenw.eiie o- > ,t.w;.-. ,jnj en. kr '.\jvr crr.f even -vae jazi'cs-r, nioS* 
itCO*p6fe*f people. 

Xigd: 1 know what vou :u_a:i. I uori hive the op pi auu'.iu in recruit aire get .rid ol people 
as I want! This sort of rigidir; musi be bud !n- the job marker. 1'hc uuuibcr o! people 
wiraoat .lili's in tins couiit:-v is very 'i igh. 
Mclmca: It's a nightmare! [f ;,ou do iv:n:: lo gel vij ol people, you liave to tell them three 
months in advance . 

Nigel: Yes. and von should see the amoum ot tax I have to ;-uv for each of my employees 
jusi so they can get money when thev fall ilk and so on. 
Melinda: We should move to Kordijnd. where lilci have a job market that gives employers a 

lot of freedom . The level ol" new jobs beinv; created there is incredible. Sudoina should 
copy Xordland. 

" . i Look at the expressions in B and C opposite and say if these statements are true or false. 

1 When companies let employees f.o. they make theiti redundant. 

2 One person 's |ob llcxihi'itv iingat he another's job insecurity. 

3 In flexible- job markets, hiring and firing is complex. 

4 Employee benefits are paid for through social charge-. 

5 'Rigidity' is another word for 'inflexibility'. 

ti When fathers take parental leave, ibis is called 'fatherly leave". 
7 The cost of job protection might be higher unemployment. 



Over +o ipu s ffl^^^^^^^^^^^^^^^l 

Is your country more like Nordland or Sutkmia? What are the advantages and 
disadvantages of flexible working? 
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Work-life balance 



Stress 

. - . i.ilk about being under (a lot of) stress or procure. Thev sav 
dwr work is stressful and civil tln.'v feel stressed or stressed out. They 
warn 10 find ways to de-stress. They .nay complain that thev have 
stress-related illness. Some people may suffer burn-out or a complete 
breakdown, which means they are no longer able to work, 
stress' often occurs in these coinbiiLalio. is: 







something that causes srrcss 






symptom 


a sign that someone is tinder 






toll 




uised by stress 




management 


ways of dealing with stress 








term used by critics to refer t 
etc. done in relation to stress 





Note: 'Stress' and 'pressure' are both countable and uncountable: you can also talk about the stresses 
and pressures you are under. 

The causes of stress 

The mosr common causes of stress are: 

■ heavy workloads: too nuicli to do in the limited time ,i\ a liable 

M office politics: problems with eoLcagucs who ah.ne all, war.r to advance 

their own position, Tliese people like playing politics 
Li role ambiguity: responsibilities are unclear 

l.ici; management siippoiT: man.'.ge-s do -iot provide the necessary help and rc-ourcc 

■ effort-reward imbalance: 1101 getting suiticiem rceogninon or pav 

■ home-work imbalance: not enough tjine loi l.anih, personal interests, ete. 

Quality of life 

Some people are workaholics - they think about very little except work. Others are 
increasingly looking for quality of life: less commuting, more time with their families, ere. 
Journalists write about people downshifting or rebalancing their lb es. Thev mav work 

a 95 per cent of homcworkers said thev have a better work-life balance or home-work balance 
than when thev were in-eon-.panv because the;- cam spend more nine with their families and 



lint in ihc -.amc suney iiomcu orkcrs aho complained that: 

c there is no boundary between work on the (me iiand and personal life on the other - the U 
overlap (73 per cent) 

rj they feel lonely and isolated because they are out of contact with others and don't have 
colleagues around them i.l7 per cent). 
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Complete the article « ith appropriate foms a: 'stress' lioin A opposite. 



Payouts predicted for 
stressed teachers 



Dr.ll;; 



the National Union nf T^iUkTa tins 
predicted, followine last week's 
E47.WU compensation deal for a 
Wirrnl secondary icachcr made ill hi- 
ovcrwork. 

[-or Ihosc who believe th;n i-raehir.e damage, i'j 
is Lin easy life, die story of Muriel danger to 
lienson came ill li reminder of the teacher', cj 
pressures. She n:n loiccd to retire hundreds o 



1 of Tcachas. 
s dim rirslecT 



Prcnton Hi; 



i School 



h.ei' pressured. They ran he pr 
66- [hey tome ro us for help.'' 
But Neil Fletcher, t 
.ccrclar) ot the Local (io 



refusing to discuss 
liaison's case, htil. accordine lo her 
-ide of Ihe -Ion. ihe breakdown lhat evidence that 

led to her early retirement also more (5) 

followed a failure by her employers 



Which two of the causes of stress in B opposite are specifically mentioned in the article abovc? 
Match the statements (1-4) to the findings in the survey ill C opposite. 

7^ 



. dov, 



neck Lie 



hole ti 



.vurk. in the liti:u; :oo:n. and the 
ork is akcavs there, « jirini;. 1 can' 



stressful? Why / Why not? 
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Managing talent 



Devising strategies to prevent 

the flight of talent 

dqH-Tnicrn on "cure cum |X'li'nts" wIium: inlellcilual priip-'rly i> 

uiLtiiliI iiiJ.viJitil. pnwi.inj' i-ni..- : nl ki ill- iira;iT;ii:ULini. '» 

II I- -kills lh.il ni.ik-o vrn-.r pimlm-is m-hns: park ill ;i: cvprrli'i- i; 

nnd wiiiiv- uniiiut? II' so. you're difflcuit lo replkalc. 

mil Jilonc. In a suidy Liy l lu: No company e\ e r neiu liiuikiii|.i: 

Coipuralc Leadership Council, a because ii iulTm.l Iniin liaiin; 

compiiler minpam rvcoerii-c,: loo much lalcm. Ilecem r^-carcV 

100 core competent out of ihowsihalonly7pcrcciitof.il! 



Creatives and suits 

Ail expert ill workplace- trend., says: 




the teams together fur each project. Other industries 
work in similar ways. 

For example, in software development, managers and 
programmers may come together to contribute hi a 
particular project and then leave to work on others.' 

Note: "Suits' is mostly used in trie plural and is colloquial. 
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Look at the article in A opposite and say if these statements arc true or false. 
Core competent? ... 

1 arc highly skilled people. 

2 are key to the function ins; of some organisations. 

4 have knowledge [aai is easy lor orhcr people r<> acquire. 

5 are in plentiful supply 

6 and the way they work is thought to be more important than at least two Other factors in a 
company's success. 

7 will he important lor companies to fecruir ami keep in the future. 

7.2 Complete the sentences with expressions from A opposite. 

1 Cure comperents are emplovces who have been identified as n> i hi- im. :>: rh 

2 People who have specialized knowivdsic or are wry valuable to the company. 

3 Some say that pt-o-ile arc a linn s mora iinpoi t.ri! asser-. .aid ib.eclore 

4 For many hi-tech companies, is their most important asset, more 

important than their physical assets. 

5 The problem with is that u can just walk our of the door - we have to find wa> 

or it iniiiailr. and then it mi dial it doesn't go to competitors. 

e In fact, getting the best our of . is rhe mosr important skill these 

days for many managers. 

Look a I 1! oppov.e. 1:1 a film project, arc each of the I oil owing people "en 

1 the film director 

2 rhe finance ilirceioi 

3 the actors 

4 rhe head of the film company 

5 rhe scriptwriter 

6 rhe costume designers 



Over *ro ipu ^fl^^^H^^^^^^^^^^^^^H 

Who are the core competenfs in your organization or one you would like to work for? 
Why are they critical? 
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Team building 




Team players 

Meredith Belbin 1 has identified these types (if team members or team players: 
Li :h:- implem enter, who convert rhe ream's p. an inro sorm-thin;; achicvahk- 

c [he shaper. who defines issues, diapcs ideas and leads rhc anion 

d rhc plum, a crcaiivc and imapnarwc person « ho supplies criminal ideas and solves problems 
c, the resource investigator, whu communica;cs with rhc oarside world and explores 
opportunities 

f the monitor evaluator, wlm sees all rlie possdnlrjcs. e\ il.iares siru.; lions ohiec.i\ cie. ,mJ sees 

g the teamworker, who builds the ream, suppons others and reduces conflict 

h the completer, who meevs deadlines. corrca= mistakes ;nu; makes sure nnvhin!: foii'orren. 

Stages of team life 

The typical team goes through a series til stages: 

a forming; the group is anxious and feels elepei'.dem on a leade:; rhc group tries ro discover how- 
it is going to operate and what the 'normal' wa; s of working will hi- 

b storming: rhe atmosphere may he one of conHicr heiween members, who may resist control 
from any one person; rheiv may he rhe hviin;; rh.ir rhe ;,isk carmor he achic\eJ 

c norming: at rhis stage, members of die giuim feel closer rogedier : ind the conflicts ate 
forgotten; members of the group will srarr 10 support each orher; there is increasingly the 
feeling diaL a is possible ro aehiei e rhe task 

d performing: the group is carrying our rhc cask for which ir was formed: members feel safe 
enough to express diiferenccs of opinion in relation ro others 

e mourning: rhc jnnif's work is !i:i:,hcd. and its members begin ro have plcasa:!: memories of 
iheir act!', irirs and achievement-. 

1 Miina%e»KHt Teams: Why They Succeed or hail (BarKrwurrh-Htrmemann W>6) 
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i. 1 Look at the types of learn 



ibers in E opposite 
ted in final results. 



o take 



3 Shapcrs tend to follow what other people say. 

4 Plants enn be useful in providing new ideas when the team has nir 
G >>mr rrsemree investigators mijdit love using the Internet. 

B Miiniti'ir s'..d nan irs .ire not good at seei:ii'. .ill v,.; t -. , il .■ prohl;:in. 
7 Teamworkers may help to defuse arguments between members. 
B Completers are bad at finishing things on time. 



Members of a learn brought rogrtber 
Mali: Li then! to 'die ^t i^,i:s in C ojipos 

1 C We had such a great time "\ 
I working together. I*^ 4 - 



eallv makini; 
•,o wi'll together. 



4 ( WhodotiTlane ihmk shr is. 

raking over and behaving as 
I if she's in charge? / 

5 (^Wc need to appoint a leader?) 



said die ■oilmvini: il-.ings. 
ivlating, lo eai.h stage. i 



We'll never finish this. 



I'm new here - I don't 
supposed to be doing. 



1 can see what we're 
supposed to be dniifii :n 



What teams have you worked in or are you working in? Do you recognize the types in B 
opposite in your team? What role do you usually play? 
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9. 1 Look Lit A opposite. Were (a) hard skills or !bj sotr skills mainly required .-,r e..ch of the 
following slater. ol ;i proircr n> design insurance prod hits? The project mar.i:.. . . 

1 employed someone with a doctorate in mathematics to work on risk probabilities. 

2 gaec three da\ , oil lo a team nienihe: w ho said ibci had h'.mily problems ■■ 

3 nnn!v7ed her own Icclings of frnsrraiio:i that die pro|eei was gong rnn slow ;. 

4 dealt politely Inir tirmly with a rcqmst hy her boss to finish die projeet a month early. 

b did marker resting of the product with a number ol' potential consumers of tin- product and 

analysed the results on cum purer. 
6 diil eareful research on the Internet to find the best advertising agency lo latmeh the product. 

9.2 Complete the seiileri c\ with ai'p'opri.ire form, ol expre—ii ins irom li opposite. 



i Kmvivr.ii; yn'.iy uvoi emoufvi- j V ,c. \ L el':ng. is ... -. thi. v~ nri 

skill. G intrant this with the ability to get .dona with other people: 

skills. 

4 If you are able to control your own emotions, von ha\e good - 

5 If you are able to understand how other people led, \ou have with tlieiu 

G The whole area is referred to hy Daniel Goleman as The 

abbreviation for the way this is measuiec i- . 

9.3 Find the words and phrases (1-6) in the article in B opposite and match them to their 
meanings (a-f). 

1 benchmark a (gradually) becoming 

2 fulfilling b n reference point by which you judge something 

3 emerging as C terminology from a management course 

4 sceptics d given a new image 

5 management-course speak e u aking you fee! happy and satisfied 

S dressed up in new- clothing f people w ho doubi Lie '.ruth of an idea 



mafia 
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illl What is quality? 



Staying in the lead means continually raising the bar 



llm i.»cin! limes 



; <ui.-.-; Specifications arc 'CfCTCi! l informs. -y s- 

Quality in manufacturing 
Gordon Greer is head of quali 
company: 

"The design for each eompimcui embodies the 
intention 5 ul lit designer-. jt.i eonh >r:uitc to 



Put another 



v. this 



tade to very strict tolerance! 



r;T-r:nu- 



particular limits to within 

Quality in services 

Serena Tojdiatti is 
large bank: 

to the one in mar 
received by the ce 

exactly what is planned and intended, 



ins:. The 



and a. 
From the ci 



lying j 



nsLakcs, for 



avoided, 
nt of vies 



mid be defined in terms of 
■r approval, that is, recognition 

:r expectations. And if we 
exceed those e\ pec unions, 'iierc niav 

;r delight.' (See Unit 23} 




■ss Vocafcutory in Use (admitted) 



Which repression refers to: 

1 the idea of follim inj; .1 ik -iiini i '' iniL-ni-u-insr- 

2 the work or makini: sure dial the principles or quniiry arr applied? 

3 approaching qnalirv in a logical wav? 

4 keeping customers happir 

5 how good ,-■ de-ipi is for the purpose of the product it relates to? 

10.2 Complete the rahle with words from A, B and C opposite and related forms. Put a stress mark 
in from ol the stressor! si llnhle in each word of more than one salable. iThe first one has been 
done tor you.) 



a'pprove (of) 


approval 


conform (to} 




dt%hc 


eliminate 




expect 




fit 






satisfaction 


specify 






tolerance 







Now use correct forms of the expressions above and opposite to replace the underlined words 
and phrases in this memo from vhe head of a package holiday company. 



Memo CLUB SOLEIL 
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Quality standards 




ndards for management 
it-s on quality management 
rics on environmental 
virions can applv for cmificati 
i ISO 14(101: 1996. 

;ntal standards, see Unit 43.1 



Mole: Singular: criterion, plural: 



The 2000 version of the ISO 9000 standards put particular importance on: 
a the role of top management in setting policies for quality 

Tcp MAMfje-rs li.iv;. -re be So.o.rv ':- tr. wolved in qunSitii /ssjits^ no+ leaving 

■HirS -fo lUJi/iflc n*Aiufr^£nA£n+ 
b statutory and regulatory requirements - -Vsr waiupfc, -tV car mdus-h-sj 

ddS +o piUj par+icalar attention -ro sj^.Hvj anJ f (««»tol IflaS W 

S-fWafife in rtla+ibn. +o -Hie coruponex+s +hzi+ -ftefj /*S£. 
c measurable objectives - ice. nave ro 6c. ro jKnaSflfK (jtaaW/f W £«f 

haul ruuck it is improving 
A resource management - !ton> M. manacje. the inputs tc. our products, 

.'wnnpir in '■'.niwan '■'toir.-s ,mJ materials 
e monitoring customer satisfaction - customers art. the. ultimni-e. : uJ.-j,'S 

of qualitit an.,; n'r. 'nave, to con-;tant:.-i chrci: an,! Improve, the 'score.' 

that they ^ive us 
f training effectiveness - the. training of our staff is an investment 

anJ Ida have, to measure hoot effective, it is m terms of our 

future profitability 
g continual improvement - ICO pe.r ce.nt quality is never achieved - there, 

is aU-aaa root'/, r'or impio:'::nt.-nt. (See Unit \2) 
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TQM and JIT 




fiiKincss Vocchuiaty in Use (advanced) 



'2.1 Compk-Lc tlie i 




3 Mukinn tiling with the minimum of 

resources. {4,10) 



4 Groups of improving workers. (7,7) 
6 I landing responsibility to people lower 

down the organization. (11) 
9 production is done in series of 

stages. (4) 

10 and 5 down When things get gradually ^ ^ 1 u ai -'"'- s5 - 

bctrcr. {1 1,12.) ' A11 po'duer™ .Ktivines seen as a 

12 A group of identical tiling-, proo\k:!'d i5; ^uolt- . ,. , 

13 When quality is absolute. 151 Errors and problems. (7) 

1 4 Abbreviation for when things are made 1 1 Ahhrt-viarbri tor the method, used ■ 
as they ue needed. (1,1,1) <V aht T ,s lhc mam S oaL 

15 The aim of RFT is to avoid (9) 

..> Wlv.u iisptas of Qu.il irv \kue.ieyLVieu- arc these employee, cilLme. ibour; (.'.omr.kte the 
sentences, with expressions I rum A, E and C opposite. 



:r bosses en 



. We hive high Ifvel of . .. 



2 'We 

3 'Do it 

process. This 

each step.' 



over +o ^oi( > liHKs^^SRPH^sS^3M5£E 

Do you think it's atways possible to go on improving quality incremental ly, or can you reach 
a state whete it is so good that further improvement is impossible? 
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Quality and people 




Suirnesi Vocabulary in Use tadmnced) 



A lirrn decided tu turn iducc Investors in People principles. Look at the reports from the 
management .111 [I m.iuh 1 lit: 11 tn thv four principles m A opposite. ■ 1 hen 
relating to each principle.) 



to work on the panning of skills 
development for individuals and ti 
in their departments. 



We've announced in the internal 
company newspaper that we are going t 
apply the principles. 



I've asked ,ik ouv 1:1 LI miners to report 
verbally on the p'opess o: their 
employees in working towards the 



We've asked external consultants 
ijuanrifv l-maixiailv the ellectiveni 
:he Act'.oiv the 1 .' had undertaken. 



I was seni on a training course with the 
other managers. We learned how to 
cuprove i.n.tr m.'.aiv.euu.in tcetuuuu'.s. 



f They sent all employee 
I quality training course 



13.2 Match the tv 
Excellent. 



1 manas'c their people .it all levels 
in order to 

2 develop a stakeholder focused strategy 
which takes account of the market in 

3 plan and manage external partnerships 

4 design, manage and improve processes in 
order to 

5, R, 7 comprehensively measure their 



1 fully satisfy' and generate increasing 
value for customers and other stakeholder'. 

) support police and strategy. 

: develop their full potential. 

1 achieve ourstruidu'.a results with their people 
and with respect to their ei 
to society in general. 

' implement their missu 



Over +o upu ~%SHHHHIHHHIi^H^H 

Find out about an organization and describe it in terms of the EFQM framework. 
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The management of change 



Business process re-engineering 




In the 1990s, business process re-engineering, or BPR, emerged. Inspired by a book by 
Michael Hammer and James Champs : - consnlran:. mid companies not to bother with 
»K.T«uair;j! improvements., bur to ahnlith rvmrmrm. j>o back to i|;e drawing hoard and 
redesign all ■ business proLrc-sscs involvco in producing something, whether a product or 
a service. They said th.-.t this redesign -.houkl be: 

m fundamental: asking basic questions about what a process is mear.- to achieve 

M radical: going ro the root ui dungs and ignoring complete!;, how ' 1 1 i n 14 -. were dune before, 

'like starting again with a new sheet of paper 
■ dramatic: bringing about very big and sudden changes. 
In the eyes of critics, BPR often meant dclaycring - removing management layers, perhaps 
resulting in job losses. 

The benefits of BPR 

For its supporters, these arc some ol the strengths of BPR: 

a leadership: strong leadership is important: change Lire imposed from above: there > visible 

commitment from leaders for change 
b people management: fewer management layers mean larger, more challenging jobs 
€ policy and sfralcgy: dearer (if beneec-n the (irgarf c^rior: <s :l^-'.:ir.\} purpose goa',n 
d processes: managers and employee' gam improved awareness and understanding of key 

i ciisromei - nisiacti >n: ciear focus of processes on the cii'Hin-.rr for t\i sting products and 

f business results: dramatic improvements for companies in crisis. 
(The headings are from the EFQM Model - see Unit 13) 

1 i^wBivrnvjiii'/v.^;^,!:.] .U(.v;V.<,'.v l)m:-.:\;-f W.vr'/vww iSichtths R-c.lky 2lX!l} 
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1 4.1 Gordon Greer, production manager at a car components manufacturer (see Unit 10) is talking 
about a car company that he supplies called Autoco. Replace the underlined words and phrases 
with expressions from A opposite. Pay attention to the grammatical context. 
'One example of (1) restructuring that 1 know was quite (2} basic : Auroco, one of our 
customers, wanted to simplify its supplier payments system. 

Before, there were three documents relating to every delivery. We got a purchase order 
from Autoco, a delivery note accompanied the goods when they were delivered ro them, 
and then we sent an invoice. There were 300 employees in their accounts department. 
Within the department there were sub-departments, each dealing with payments for 
different groups of suppliers, and each with its own head. 

The accounts payable department at Autoco checked that copies of the rhrcc documents 
matched before making payment - there were often problems with documents, and this 
delayed payment, which caused us problems. 

Autoco made a (3) very hip and sudden change, one that was (4) designed to go to the 
toot of thing s. When goods were received, this was entered on Autoco 's computer system, 
and the goods were paid for automatically - we no longer had to send invoices, and were 
paid promptly. 

The number of people m the accounts payable department at Autoco was reduced to 15. 

heads were no longer needed, but the company was expanding elsewhere, and the people 
who were no longer needed were given new jobs within the company, so there were no 
(6) employees made redundant ." 

5 4.2 l-ook at these criricisms (1-6) that have been made of BPR. Match each criticism to one of its 
claimed benefits (a-f) in 8 opposite. 

1 Results may be harmed by the chaos and confusion that BPR brings to the organization. 

2 People can be left demotivated and demoralized by radical change. 

3 Smooth, gradual, incremental introduction of completely new processes is not possible. 

4 If the company is in crisis, there can be a tendency to concentrate too much on the internal 
workings of the organization and lose sight of the actions of competitors, and the 
success/failure of the organization's strategy. 

5 The need for BPR implies bad earlier management, but the existing senior managers hardly 
ever want to re-engineer rhemselves Out of a job. 

6 There can be a tendency to concentrate too much on the existing products/services of the 
organization, ignoring new customer needs. 



Striving for perfection 



Benchmarking and best practice 

Benchmarking is the idea that a firm should find oui 
. licit company performs a particular task best and 
model its performance on this best practice. 
Companies talk aho.i- carrving our a benchmarking 
exercise. To do this, they benchmark themselves 
against other companies. 

1 argc companies can measure the pcrforn-.anfe of 
different departments in relation to each otai'i In an 
internal benchmark in<; evercisc. Competitive 
benchmarking involve looking outside the company 
at how other companies in the same industry do 
things. 

Functional benchmarking looks ar how the same 
function such as manufacturing or personnel 
recruitment is done by nnn-competnors. Companies 
can learn a lot from firms who ate not their direct 
competitors. For example, a train company has learned how to organise the cleaning or 
ils trains hetter by looking at how an airline i irgani/.es the cleaning ol as plane. 
One wav oi seeing how a cuinpriiruA produci l- made is h rcicisc engineering - Laisuig 
the product apart to see how it ii macic. '['he s.unc principle can also he applied ;o 
services, llus tccliniciLi: can also be usee in hencln narking. 

Note: 'Best practice' is usually uncountable, but you can also talk about 'the best practices' in 
particular area. 

Sis sigma quality 

Quality can be measured in terms ol the number or defects per million parts, operations, 
etc. For example, one sigma equals nW.ilili) detect- per million parts and two sigma 
mraiis ■15,00(1 dek-ers per million. Kven wi;h two sigma quality, rhe chances of a 
manufactured product being defective arc quae high. 
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I 5.1 Complete the sentences will) uppi-*ipn:ir c - form. :>r expressions from A opposite. 

1 '["lie maiiuhictmciV association want; companies '.o improve u:a:: i: f.uTi.ir:ie . so i; s 

offering j new srrvitt designed ro help companies thcnisehcs asvrr.-L i:;e jvsr in 

their industries. 

2 h.ngmccrs made replacement parrs foi the car- hi copying rhe shape and ihiicn-ions of the 
original parrs, ;i process known a. 

3 Internal looks for internal and tries to establish them throughout the 

organization. 

4 We use to cviLiiit the cti : ectiveues.s. of voui website against those Oi your 

competitors. 

5 Look outside ymir industry! can icacli you a lot. and as the companies you are 

asking ro giec you advice are not your competitors, they may be more willing to help. 

1 r >,2 Read the article tel.itiiis; to ihr ideas in H opposite. Then answer 'ves' ot 'no' to the questions 
below about the vocabulary used iti the article. 



When quality is not enough 




>.:•; Si;.: ^iiii'.'i:. in m:;ri'. ;iii\:.- .'f <[■■ euM:i. ,L .' - ill] J I'.jii-:: lv'* 1 ' l.-i;." >.' -Liion^l'."!- ii:;i ipliI'S! .V:':i i:i !vi\ 

lI.l' lirsl lj E M C a ,:iip;i ( i; :„ iv i„ rtaklnirc qn.lfiu iiivai.l ±:- SK SijiiKi jr.itr.iinree 
from ific N1ST - Motorola lias oflen struggled. It is now 

1 If something is proimired by a particular organization, does it have that organization's 

support? 

2 II" improvements are relentless, do they keep on happening? 

3 Hoes a ,::uiitiuiln e aiipmuch n> vimcthinf. depend or general Jescnpi i. hi- and Urlir.srs 
about it? 

4 If restructuring is painful, is it easy; 

5 if an organization .iJnji^ ;iri approach, does it accept it and use it? 

6 Do lumirr colleagues stili work together: 

/ Is ;.i,i j itiimv.' ,iiul imp.i-L.mi change that will last; 

8 If it movement runs on! o! sir. mi. Joes it continue and develop ? 

9 Is a speeUniihir success a very big one? 



Over +o ipu 




Think about your organization or one you would like to work for. How much do you know 
about how its competitors do things? Do you think it's useful to know how effective they 
are in different areas? 
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Strategic thinking 




A com pa in 'crier .\(V,:rr, l- -ri. kc sir.-itcgh: decisions or formaline strategy. Sometimes 



Companies sometimes form strategic partnerships, whm-l-zmu; Together '.<> achieve a specific 
Strategic goal. For example, MO Hiiut ciitcrcJ a parrnershm wirh ,1 C'hiiicsc- car 
manufacturer to enable u to produce and sell car-, in China. A company may also make a 
strategic move, such as acquiring a corn pel: lor, Jesiimcil ro increase :heir market share. 



Companies and markets 




Compjny D 15 withdrawing frnm the market. 



When a company ... 






a defends 




trie; ro prevent competitors from 
being successful in it. 


b attacks 




Starrs selling in it for the first rime. 


c establishes a foothold/ 


a market, it 


occupies a small parr of it first in 


toehold in 




preparation tor gaining a larger parr. 


d invades 




starts to be very successful in it. 


e dominates 




is the biggest competitor in it. 


f withdraws from 




stops selling in it. 
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Over +o ipu 



Think about your organization or one you would like to work for. Look at its website and 
find its mission statement. If it doesn't have one, what would you suggest? 
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stiff 



I low-key 
i cough 



Unit I 



The usual pattern for a n 
he start-ups - completely new companies 
established in other sectors that also war 
new subsidiary or business unit, 

'Competing' and "competitiv 

Competing and competitive are :idji 
produce competing products - prod 
product ruii- rhjir ba-, rr.il and .spe 



;ompetition\ Two companies may 
with each other. A competitive 
arion ro others of rhe same Type. 





bids 




company- in a takeover 


competing 


offerings 


products horn Jitfetrnt companies 




suppliers 


companies offering similar products or sen ice. 




technolog 


es technical ways 


f doing something 


Competitive' also occurs i 


these combinations: 








of sfze, growth. 


y is in relation to its competitors in terms 




pressure 


the force that o 




competitive 




prices that arc 


milar -o or lower than rhose lor 


threat 


si)UieLli:i:e thai oik- competitor may do ru weaken 








strategy 


apl.il or pi,™ 


o: success in relation to competitors, 



and the study of this in business schools 



Srficss vbcobufory in Use iodvoncedj 



opposite. Which is the odd tr 



1 7.1 Look at the adjectives describing compcti 

1 7.2 Look at li opposite. Match the two p.irts of iIic-sl- extract, coniauun;; e\prc„n n -a itli 
'competing'. 



What is lo slop supposedly competing 



bids from mining giant 1 ; Into I. Id , 
and Falcotihridgc Ltd. 



J 



offcrinas, with prices ranging from 
S.lflO to S450. 



4 The soft.wu.ee is 2a per ceni cheaper , 11 tec turn logics, bv offcviiie 'uniticd 

limn rOITIElprilu TIlr-cvMiTmkj ^rilulinn^' 



1 I le was criticized f..r bcnis; loo Kutoainmc ,i,id f 
competitive from South east Asia. 

2 Businesses can sustain their performances over th 
to keep them ahead. (2 possibilities 

3 for the money-eomdous consumer, alternative ft 

4 First Chicago will enhance Its cum pel: live ■■■ 

through the transaction, which is expected to acic 

5 Mall stores arc under more comperitive 



.■ CIS, 



mails. 



tlets can offer organic food at mo 

. and boost its financial growth 
■nings immediately, 
lan at any time in their 40-year 
dy moving in alongside tradition* 



G Decades ot management ilicomiiia. around the ■.vorkl have p-ocuccd mi ran rain- of hooks, 
many oi which promise to deliver die secrets of -ucce^s. Bin tl'.ete is 
competitive 



Think about your organization or one you would like to work fur. Who are its fiercest 
competitors? Why are they a threat? 
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Companies and their industries 



■. important strategic thinker is Michael Porter'. 1 It define 5 die live competitive fortes 
v. _'rk m any industry. 



Threat or siihsci 
prodiK-ts/icrvk 



SWOT analysis 

SWOT stands for strengths, weakness ts. opportunities, threats. 

In formulating ^r-aregv. a enn-.pany should look ar its strengths ami weaknesses in 

relation ro irs comprrirors. For example .a good sales ream is a srrengrh and poor internal 

The company should al-o iook at opportunities 

and threats in its environment the strength ol .oiupctitors. government .emulation, the 
way that society is changing etc. '[ hese are external factors, kor example, a el'.ange in J 
country's legislation on broadcasting might present an opponunih for a group that wants 
ro buy :i television company there. 'I he change would probably also 
pose a threat to cvsiting broadcasters. 

The n a is rk.ar a com pa n e orr:. mixes and iOiii!>:rfi Us human resources, know-how. 
eciuipmtnt and other assets are what 1 [amel and Prahaiad - cali its tort competencies. 
These are internal factors. (See Unir 7) 

Be good at something 

Porter says that compvrhivc aiivar.ragc can be based in: 

■ cost leadership: offer ins: oioduaj or sei vice-, a: ike lowest cost; this is 011c strategy to 
adopt in volume industries where competitors produce large numbers of similar products 

■ differentiation: offering products or services chat give added value in rerms of quality or 

■ focus: using one of the above two snaregies ro concentrate on a mehe. a specific part of 
the marker with particular needs. 

The danger, savs Pormr. is whea a conipanv Joes run follow anv of these particular 

- Crmipcting !<•' the T:<::<Ti- ;7Iarv;ml Business School Tress 19%: 
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: 2 Donna is presentin}-: a SWOT analysis of ha- Lravel firm. Complnc rhe tabic below with the 
expressions in italics. (Tin- first one has been done for you.) 

'We have some very good locations for our travel agency shops in cities all over Europe.' 
'There may be an economic slowdown next year, and travel is one of die things people 
cut back 011 first.' 

■\Vc arc hig '''■oiif.'h to negotiate eery good prices with hotels and airlines.' 

■Internet hocking of travel is increasing, and we want to get into this.' 

'We need to :>>:/<.' on ■ ■■Lit! training - we have a new computer system but a lot of the staff 

can't get the most from it.' 

'There arc some very good /inline Irarci aiinpxntes aliatth esLiiiiid'cd. They mm 
challenge our position.' 



Strengths 


Weaknesses Opportunities 


Threats 


Good locfl+fonS 







I 8,3 !-°°k ar the mission statements of three companies. Which strategy in C opposite does each 
correspond to? 

1 To make sports cars for discerning cnthitsiasis with good tccfmieal knowledge. 

2 To sell clothing more cheaply than the department stores. 

3 hi ,ell cirerrxal ^oorls ivith a h;j;h k-n~. of .1 ficr-.ales service. 



Analyze your organization or one von would like to work for in relation to the industry it is 
in, and to the forces in A opposite. 
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Key strategic issues 



: mcentrated. Oilier industries art fragmented: for cviimple there are millions of 
restaurants worldwide, and even ihi_- largest chain, .McOoiialds. only has a market share 
■ it Ic.s [haii nut' per cl-iil in terms of all restaurant meals served worldwide. 
>ome industries have low entry harriers - am one « ith a small amount oi eapital can 

If an industry ha- low etitrv barriers and is attractive h- cause or it- hiirh potential 
profitability , there will always he new entrants. This was the ca-c tnr Imerncr service 
pros idcrs at riic rnrn of the cenrurv with a iot of companies nlterine. rhis scrvicr. 
Other industries, like .reel, vcgiiirr m.jssnc jjiyi-rjni'ni in ci|Lii|iinci:. kjmw-lmw, nc. - 
these are high entry barriers and new entrant- to the industry are rare. 



Mergers and acquisitions (M&A) 




Some companies are very acquisitive, buying competitors in their industry or companies 

. ,ther cidiisii :c- m -e:ic. oi acquisition.' o: takeover: . which ir may refer to as 
strategic acquisitions. Or a company may .nerae or combine as an equal with another 
company of similar size. 

A company may also buy ir- suppliers a:ul cas'.omer companies in a proccs-. ot vertical 
integration. 

The result of rhis may be an unwieldy conglomerate, a holilmi; company with a large 
number of subsidiaries, which :na\ nor lie ease ro manaci- prohr.ihlv a- a group. 

Make or buy? 

Recent strategic thinking holds that conglomerates are not good. Many conglomerates 
have disposed of or divested their non-core businesses, selling them off in order to 

Mntc: The nouns relating to 'dispose' and 'divest' are 'disposal' and 'divestment'. They can be both 
countable and uaeriuiiTshk- nouns. (Compare "'ci' vestment" with "investment".} 
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vprcssions from A. V> arc ('..' opposite 



7 and 4 Things that make it 
chfhctilr to get into an indus 



activity. (10) 
11 See 111 down. 
1 ? It an indusuy is diihculi to cct 

1 .i A large group ot different 



Down 

1 A large indusri 



companies is (12) 




When two companies jiiin ; 




partners, they (51 




A company's most importar 


t busin 




















! If aj 



.udusn 



v harriers ai 



All executive in a consumer goods company is Lalkiiig. Ganplcie what she -a\ - with expressions 

I roil! A and b oppo-iic. i There .ire two possibilities for one ol the yaps.) 

'We niakf .1 w ulc range ot" consumer goods. Over the years we have made a number of 

(1) buying companies that lit in with our long-term plan of 

Wen!!: tnc yi-.iiir.f-: ooc i"r.M!iim good- Limvpar.v m I'Vuropr. "l'litst tl'i 

mean thai we now un n a large number ol i.>j . eaeli with its own brands. 

We have become an (4t , and all this is very difficult to 

manage. So we a:;- now rcdiicmg the nil in her or brands Iron'. .3 00 lo I 00, and :'.cmi:g 
eaeh in: it oi die company [o concentrate on our lang-Lcrm goal, which is increased (_>} 

and therefore better results for our shareholders. And our increased powcr 

will certainly dissuade new from coming into the industry, so our 

position will be further strengthened.' 



Over +o ipu "it^HH^^HI^^^HH^HBH^IHH 

Think of a recent merger or takeover. What benefits were claimed for it at the time? Have 
they materialized? 
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Innovation 




Innovation and the development process 

I:-.-:.ul- Sanchez is held of new product development at a large 
; : "iumtr products company: 

•"We want to foster creativity and innovation - the development 
or new ideas. Ours is a rye- ,oi;ip : in\. Wit we want to avoid 
•;■ ."online bureaucratic, with slow decision making. (See Unit 1 } 
We encourage corj m i . . ■■ inn r< neurship, where 



this. We set up skunk works, away from the maia coinpain -r.es 

the way we do our new product development. The most famous 
example of this was IBM, when it developed its PC away from 
■ he a nr. p.ii '.y'--- ; rutin reseSicb and de- ciopirieri! siles. 

new products mull sen ices and marketing them. Our marketing people arc heavily 
involved in new product development. They get the reactions of focus groups - groups of 
consumers who say what they think of the product - at a ver\ early stage in the 
development process.' 



Pioneers and followers 




Nole: 'Pioneer' is also 3 verb. 



Shakeout and consolidation 

A new or emerging industry, perhaps one based on a new technology, can be attractive - 
the future structure of Hie industre is not yet established and there is room for rrianv 
competitors. But as growth in the new market slow -mailer corn petitory wi:h highi- 
costs can no longer compere. They drop out or are bought by the larger companies in a 
process of shakeout arid consolidation, leaving the larger companies with the resources to 
dominate die industry. w;iich is now matute. 
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fhis article contains words from A opposite. Complete it by chousing the best phrase (a-d) 
below [o so in each of the gaps ( 1-4). 



INTRAPRENEURSHIP 



lriciv£.ej -lot 
fuiisiJor more 



really caught un in the UK. 
But increased cum petition in 
global markets ami the pressure for 



b eneourasring innoi ation among employees .so that they come up with mould-breaking 

products and ensure the company's surv ival, 
c tlic narinr of hig companies is ui stifle innovation and entrepreneurs hip, hampering their 

performance in the global arena, 
d Apart from a lew examples i>l success, 

ConipicTc the semencu^ with .ipnn'.i-i-i-.uc Uk;ik <.e v.\i-.'.is.mii-.is tmiw li opposite. 

1 The alliance put ARM in partnership with Psion, the early of pocket-sized 

computers 

2 breeserve was the first Int. 

~i But when out- compam a successful business, competition inrvirahly mieusihes 

Consumers benefit from the resulting cuts in prices and inipro: mucins in qualm. 
4 So far Taiwan has always been a , making things invented elsewhere more 

I imk at the follow u;g facts about the de, eiopuient of the marker in:- online hook sale.. . 'I'liey 
.ire not in ebromilogicai order.) Complete, the vie!, with appropriate forms of repressions from 



i [lie m.irkcr, a Irene t< 



Is it always difficult for large organizations to come tip with innovative ideas and products? 
How does your organization, or an organization you would like to work for, produce 
new ideas? 
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Preparing for the future 



Scenario planning 

Carmen Ricardo works or long-term strarct'.v n a lar«c <iV comoanv: 

■ ih is to conrrihnli' h> lona.-lvrm plans hirnnr hinnv acm iries. Wl- h;ur m nnti ci [liitv 
competitors' activities .is v. i ll .is :ivihk in rho c.l in r-.il micl.i! mid economic environment - 

■. inr to Iv mady rn respond to thanks in socien nnd changes in the economy as a 
whole. This is called scenario planning - w imagine - i-i w hick the energy industry 
might change and c\olve. and the pi, ice ol' nil m -clarion to akcrnar,vc fuel- in 2<i, ur 
1(1(1 years from now.' 



Futurology 




pollution and associated costs ol lines, cleanup up etc. hi aekhtioa. there is the maeh 
Ltreatcr loiiji-tcrm cos; ol the negative dlcct this h,is on our image - tile way the company 
is pe-rcci\cd. \ h.ldh. -handlcel o l spill is a puhlie relations disaster. 

« odsinp. normally." 

Tiiesc are some ol the potential crises «c lace. V\ e ; n to Live contingency plans or crisis 
management plans tor all tiic risk; we can thirds ol. 

Note: singular: crisis; plural: crises 
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.irmen Ricardo is talking about the oil industry. 
Match the underlined words ; 1-0 1 to die 
expressions in A and B opposite that she is 



1 li; si ndyi:iii the uvrids :i: t he wi der picture . \ 
may find that there is increasing consumer 
demand fur alternative luek mh.Ii as wind 
energv. and m have in rake account nl this 



■ 'Ofc'aur 



expectations. 



we take into account all the fact 
laking our forecasts, but what « 



vivify 



-^mil- 



be like the past, bur diffe 
6 'Tn this area, some of our competitors are 
talking about scenarios ovrr periods up to 
300 years!' 

[ ook at (.' opposite. The questions i l-.Ji are troiu shareholders at a iolxieco company's annual 
sieneiVil mcetmc. The answers ''a-c: arc Iruui the com pa m '• eh id ex ecu live. March the questions 
to the answers. 

1 Are you prepared if the company's 
executives were kidnapped when 
n othing ahro.idr 

2 Do you approve of the government's 
initiative on preventing children under 
1ft from smoking? 

3 What arc you doing to protect the 
company's image in health issues 
generally? 



i- diilicult. hm we support, for example, the 
ruropean Union's plans for stricter health 
warnings on cigarette packets. 
We know our image will suffer if we don't. 
:j Yes. we have eontLimeucy plans to deal with 
that. A special r.risis management team would 
meet to deal with the situation. 



How has it handled risks in the past? What lessons has it learned? 
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The four Ps and the four Cs 



The four Ps 

Susanna Chang is marketing manager at the Vermilinn 
phone company: 

-Of course, marketing is often defined in terms of: 
m product: deciding what products and/or 

sen-ices to sell. Tlx' word 'product' for us can 

combination of these 



and outlets to reach these customer group' 
■ promotion: all the activities, not just 

advertising, used to support the product - 
everything from pre-sales information to after-sales service. 
These are the four Ps of the marketing mix, the factors dial we use in different 
combinations for different products and different potential buyers. 

So my job is much more than organizing advertising campaigns. I work with engineers, 
finance people and other senior managers to rind offerings - products, services and 
combinations of these - that will appeal to customers.' 

The fuur Cs 

'Rut I find it helps us more to look at the marketing effort 
r than the company, when we consider tin 
solution: we aim to find a solution to a 
'problem' by offering die right 
combination of products anc: in iees in s.v.iik 
particular customer needs. Pay-as-you-go was a 
dream solution tot parenrs worried about children 
running up big phone bills 

the product. It includes the 'price' rehired to not 
huvins' another product of the snaie or .mother 
type. For evample. someone who buys a 
sophisticated mobile in.iv not then have the money 
iputer that they wanted 
distributing our products in rhe way 
:t convenienr for each type of 
shops to open and where rhe- 



laptop c< 



adve 



and to get idea 
Thinking of the mark 




n these terms helps us 
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3 C We advertise heavily on televisiui 
.lnu in the national pr?ss. 




We. don't put oitr own brand on mohil. 

different call plans: both pre-paid and 
monthly-hilled customers. 

We have our own high-street outlets, 
.lrui we also sell through the big 

Wi sponsor classical music conceits. 



lokinc lor pining liinr 



3 f ] had sfutic qucsTion^ about imw tcTW 4 f My budger's limited - I kid the 
use the phone, so I phoned the ( money tn huy a phone or » 
customer helpline. They were ! computer, hut not both, 
^ very helpful. ■ 



I love the modern design of if 
phone. 1 was looking for 
something thul look-. rashiouaKi' 



I like tile TV 
noticed them .itrer 1 h-ou.ahr the phone, 
hut they persuaded me that I'd mads 
the right choice. 



2 2.3 Look at the expression* in A and li opposite and sai if die.se statements are Hue or false. 
1 Another word Kir a shop is a 'let-out". 

4 The lour Pi .lie al-n rHcrred to .it the ina rkeiins; m:\:urc. 

5 Sellers mill a customer focus ate only concerned with the technical excellence oi their 
products as an end in itself. 



Over +o tpu '^^^■^■^^■^^■^^■^^^^H 

Think of something that you bought recently. Describe your purchase in terms of the four Cs. 
Then describe it from the seller's point of view in terms of the four Ps. 
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Customer satisfaction 




in the purchase. There is a d 
ercnt products. For example, thcr 
dinary like petrol, and high invoh 



suppliers. S.l'.isin.'ii customers ccilc new husmes. h\ Kslme. up to I 2 orhcr people. 
Dissatisfied ones will tell up to 20 people 1 . Word-o ("-mouth is a powerful form of advertising. 
Some s.iv r',i: ci'iiiiiii-j.mn;.: cnstom-ei' knakv i-. i:np^ir.i ■■ : i a- pn I'itah; ii\ . Ilk-, viv r-.u 



S !'..1VC [::■ leda.C dlLlIU. ike pC IVt'-H.H- e 

■r.K :hc semce akoc:ci:hcr each vc.ir. ' 



Customer defection :tiusr he reduced !s much as 
karri from it- mis;akos hy ;id-in<; those u ho do 1 
customer analysis. 

Services like mobile phone and cable TV compar 
of customers who chance suppliers or who stop i 
Tliis is very cosrh - -he oaiipaiik-. wunk: pieler. oh c 

1 1'kilip Roller: .VI. ;>!:<■[ ,-;.e M,iw>!/:>n d'-emice Hall 2iii«. ( 
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3 The financial services industry is 

4 The luierner sendee provider lias 
introduced flat-rate 

5 Fxcclletii product t|tiality has helped 
tnem ro build strong customer 

6 Customer delight is more 



Kprtssions (ram A <ipr«is«c. 

y existing borrower who moves 

■me and continues m borrow with u: 



Dispensing with loyalty 



. .. Ihrenliinc • -iTpdcism ii as ii:aiclied in ciperieiiccd business-lo- 
a markoreis who quickly ppinicci iu:i thai die liaisl linaiiciall', siitilincaiil loyal' 
is arc iifio.il die Ica.-i pnaiiahle. (-ii 



.ii-jc d'..u 



e I'll!' h;s; idea bcnir.d l<cdiy i- rha; loyj! cusiomeri an- miirc profr^blc. Kccpin;; cvstirs 

cu-miners i; cii.api.-r lli.ni iiriJiris: yxw ones, 
ci They're die product oS hie. powtrhil customers genua; such gmid deals that there's hardly any 

margin left kit the teBeC 



Now 



which (it dies.' sentences hcrtcr sums up the a; 



2 Customer? who spend the mos 



loyalty does your organization, o 
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Knowing your customers 1 



Data and databa; 
•Hi. I'm John. I'm hea 



ivaltv card when rhey 



, c-rhor 



.irk I. 



-. taker, in the s;i it; l- scheme. This .cuis u. 
masses of data abour our customeri, whieh we 
then hold on our database. \Yc can rollnw v.h.i: 
eaeh of our customers hires. ,-.nd enrich the 
database with this information.' 




'Of course, with all the infonuaLion we have, on o.ir 
computers in nur data \i areliou-c, powe-l nl 
computers are needed Lo anah /X I his analysis i. 
called data miiiini;. \X e ook ha- particular patterns in 
consumer behaviour. The data ear; be used to target 
particular typei ol\ustomer. W. build consumer 

the past, special offers are scut :o diem so ihc\ yet 
redueed prices on future paidiasfs nl nine. 
'! her.- arc is.ae- ■ if privacv and confidentiality lhai w 
have to he careful about - aiitomc's have the riLthi u 
check :l-.i in forma rion thai we hold about them. We 
must he careful to obey the law on data 
protection.' (See Unit 29) 




Customer relationship niiinarjemen!: 

'All this is part "I :1k- w idcr recti ire i .t cu.iomcr relationship management (CRM) - 
cyriiinc. I" know lour customers. IVaum; win; then a- indivvual. is our ultimate goal, 
bur we ate still a lout; way from this ideal of one-to-one marketing. 

I hi. ha. al.o >t 1 1 i-.e rilied a-- -e^mein-ol -one markclini:. I he on i pi Her ■■ riker Dell may 
be on its way to this ideal - it puis together vtj, produces according to die sy.ecihcaiioiis id 
individual customers in a process of mass customization." 



56 
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2 4-, ! Read the article relating to die idea 
w ith expressions from tin' aiucle. 



Intelligent tills that 
check you oui along with 
your goads are now part, 
of our daily life 



' ■ II I I .1 lu I in i 

wine at aruunii tl a bullk- anil 

U;. to iM:.t-„„ -|V. .!» ; 

lempteliun, iiij aiil i-iink 
:js:ii':ir!iM and m:i!a- sunk- ill; 

Auntie, whn is slaying foi 
w-rcVmid. like, that revolting; linriei) 



ic individuals: they art 
ictilar type of goods is 



5 If a product or progra 

that time. 
fi When iimiLiliins; is inl 



■ available at a t 
hat an individua 



; Under the Daw I 'rote a ion Act. people have 
die right 



rheir needs. 
: to ash to sec the information that 

'.M!'p.ir.f. and snvrmiufui dep.- mnc-u> 

hold about them, 
i ahnsii die problems or privacy and 

confidentiality on marketing databases. 



k for. What kind of information 



n do you think it is acceptable for o\ 
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Knowing your customers 2 



Segmentation 

>i segment is a grr 
with similar chara 



n be done a 
,: different 



marketers ro idemif; 
of the target groups 
particular market. They may offet different products ti 
dilterent segments, or the same product, marketing it u 
cirtereni uj, s. \-ur example, pow er tools are designed 
.ir.d marketed differendv for professional iim'i and do- 
yourself enthusiasts. 



: 'Segment' is also used as a verb, 
turner groups: demographic and bed 

d cIms: middle class, working can 




ral segmentation 

divided . p on basis "I occupation and 
In rbe I "k. marketers cla^ih customers 




In L'lOtJin. marketers also use a system called ACORN, 
which is a classification of residential neighbourhoods, a 
system that assumes that people from a ;\i tried. ir a"e,i 



cular product, their attitude towards n, et 
tifying people who eat popcorn at the cine 
if-le of K')i.!V))>;i:mI see o>o> in-ioa k;>; <! o- 



Customer qimips: lifestyle and psyehoijraphk; segmentation 

People from a particular social cl.is.s ma\ -.pend ri-.cir inouev in particular ways, but it can 
he more useful to look at people's lifestyles, the overall paucru of how thev live, what 
lliev huv ere. Here. \ allies, opinion-, activities and interests are import. ir.-. 
^venographies is the activity of aiitmpLing to eateiion^e people in this way. For example, 
the VAIes svMnrr d : .i ides people i-ito groups 5iic;i ,is /■'.■; ijiikth: mature people who like 
solid products that give value lor money, and Experwwi: young, impulsive people who 
spend a lot on clothes, music, etc. 

i"his iiifurnaixm is o:':eu cokccLcd en means of questionnaires ;:sed profile Jihciviu 
kinds of buyers. 

1 Yuu can do the VA1.S qucstiimnairc anJ fc« your own YAI S rmfile.a the SKI ("■insulting Rushes! 
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:\, n] .\- .ethe 0,11™-.. v.-.vkin, 1. ■ eV.,-,,, „ ,-, t7 ,,,wW,. 

1 "I work for a food products company. We make a powder that can be added to hot milk TO 
make a nutritious drink. It is used to make two different products and is sold under ran 
different names, co mothers who feed it to their babies, and to old people who drink it to get 

important vitamins. This is liic Viasis <;\ oi.it Ol ioursc. these aie two cntircW 

different ' 

2 'I market beer. With our I leavvsidc Rrew; we go for heavy drinkers of beer who drink ic in 
puhs, never at home: this is our _. for this product. 

3 'V\e sell C:i: insurance. We calculate die piemi 1; ris usinc. bcc.iu.e rhi. ri lls 11s 

about the areas out customer* live in and their : \vc aTe great 

4 "I work tor a political party. When wc knock on people', doors ami a.l< ihem to vote for us, 
we never try lo persuade people who are hostile ro us. We concentrate on people whose 
attitudes arc favourable to us in some way, even if they haven't voted for us before, and this 



oking in the firsr 
nd match the ra 



erfy people 



from taking up st 

Look at C opposite 
has been done for y 

1 Experience are j 
people who spent 

2 Strugglers are po( 
who are loyal 

3 Actualizes are successful, active 
people Viiih 

rradirionaiists who prefer iamdiar 
5 Makers are practical family-oriented 

people who buy practical, 
f> Strive:'s are insecure pei.ccc without 

much money bur « ho buy srvlish 



pai rs or these descriptions of VALS types. :The lirst o; 



what they are going ro buy. 
d functional products such, as tools. 
v pviijiicts -i'. imil-.nv ihc.se \m:1-> syu 
I products ami established brands. 



J — *? 

Which demographic segment in 8 opposite do you be 


ong to? 




Think of a pradiiet you have bought recently and ana 


'zc yout purchase 


in terms 1 


of behavioural segmentation. 







Business Vocabulary in Use (advaniea 1 ) 



Brands and branding 



Brand equity 

recognized. 1 Die most distinctive power of piv;:. ::i a i s is their ahiho in create, 

maintain, protect and enhance (strengthen the power iif: brands.' says I'hilip Roller 1 . 
This is reflected in the value that companies put on their brands. For example, BMW paid 
Sf.il million tor the Roils Roycc name alone, nor includine am. material as-ot. sixh as 
manufacturing plant. 

"liraild' orrrn occurs in these coni:iii'.,irio;i^: 



the degree to which people hit 



all Lie i\ .11 1 that peopk 



link abour a h rand 



:i branding. ri".i art and science o: usine. 



Brand positioning ; 



amp. 



vaierirs 



Brand C 




Brand A 
• 





Yi |J"tt (Iff 0III1C 



Here is an cxampic of a positioning map for different brands 
of breakfast food. 

Differentiation is when .; sor.ipam deigns a product in a -.s.w 
rhar distinguishes it trom competitor)' brands and communicates 
the comparative benefit ro customers in its sales doeumenrarion. 
nJveniMi^ eic. lor example. a I mnpih phone eowp;)nv nv- 
a campaign addiesscei to the 'hard-nosed hui-nleif m.ia'. This was 
.m el'lort to differentiate : :s: 

■ business services from those for private users 

■ business services from rhc less-targeted services olleied orl-.er ir.oji.lc phone companies. 

Brand stretching 

A flagship brand is the most important one owned by ar. organization - to;- example 
'( oke' is ihe mosi iaaiotis o! the naav sofi drinks brands owned hv Coca ("Vila. \ 
generic brand is one used on a variety of differem products. For example, the brand name 
"Ncile' is u.srd mi .ill die 'nod prodnlj Lie conp.iiiv owns, even anorhi'r brand name 
is also used on some ol the products. 

Brand stretching or brand extension i-.; when .: c Hi-.pniw us,-, an , x:-v::ii' reaia: van-.- an 
new types ol product. Some riarketers sav that there are limits ro rhis. They say thai 
brand stretching .an lead to brand dilution, making ir.e hi .Mid L- v . powvrrul. 



' Mill, 



...■re M.™ 



.IVi.rie 
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C onrnktc the a 



,vith i:xpressi(nis from A and h oppos 



Death of the salesmen: The end of door to 
door selling leaves financial brands with an 
identity crisis 



..n.-.Vnvomir'- 



Complctc the 5 rat 
1 Two types of ci 



. Tin- firsi ivpc or communication refers to sales: 
. This human interaction gave rhe brands of fina 



s companies a 



2 When customers rely on a brand, thev have a sense of in the brand. This feeling 

was broken when salesmen no longer visited customers and the personal was 

rah-n n« ay. I his also led in rhe feeling [ha; the brand had been broken. 

3 If financial services companies are nor careful, rheir brands risk being hv rhe 

rim e ro rch-phoee and Internet selling. < aisri imcrs already feel rhar iheir cispcrrarions of 
finanaal services companies have not been met: they are already 

Look at the article again ami answer the questions. 

1 land an example of ai face-lo-lace contact and b> remote contact. 

2 W'har two r lungs aappeii -.\ hca a civnp.nn change' rhe ivj. it deals with en j-.or.icrs. fur 
example by taking an ay die "personal ronch'r 

'i bind idiomatic exorcs-aoas diul mean: 

a 'finish their w ork", h ■[ullo-.yr. a similar [rend', e 'a fnixher negative facror'. 



1 A Nii' btr- ie ...i: i,.. ;1L | called \har:yc arrcmprs ic -.-crsuade cat owners that the product is 

2 The marketer ol Miaow starts ro use rhe same name fur dug food. i± r-.piVs-.iniK: 

3 Consumers complain rhar Miaow is a more suitable name for cat food and that they now 
have le.s faith 'n hu:h the car food and rhe dog food. 



Think about your organization ot one you would like to work for. What are its brands? 
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Global brands 
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ompany that makes top-loading 11 



mdiird global offei 
Hne markets when 



rhi'y oiTiinnu with local ; 





Does your organization, or one you woutc 
arrangements for this? 


like to work for, ex 


oft? If so, wh 


at are the 
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The IT revolution 



i ."'-(■ "I rhc ke;. issia s in information ■ochnoloiiv (III i-.. ol o: ause. 
the future of the Internet. 

The Internet may riot have 'chai:;;cd oven-dune' in the economc. ."• 
some predicted .1 lew \ear, ago. :v,u n is ^uil gtowinii hist. On 
kind linos lixed i:.-K pin mi. I r._ • ■ i lirei -.p, ed broadband access is 
i-vorinc. it .nn: ea-ic ru ;h.- I licmei .cJ in download files 

H.wvr connections also akow oerrer u hi- of some applications such 
.is video-conferencing, where people i:i two or more lo t aiions ran 
see and talk, to each other. 

Mote: Broadband is alsn known as DSl (direct subscriber link) in 

the USA. 

Mobile Internet 

The next step is accessing the Internet via mobile 
devices such as nmbilt pinnies and PDAs (personal 
digital assistants, also referred to as handholds). 
High-speed access is already avanahlc on wireless 
LAN (local area network! systems, aiso known, as 
wi-li. To access die mrerncr in rhis way. von have 
to he in a particular hotspot: a p'.aec •\ic- a-- a calc 
or airport rennniai. which is clumped with rht- 

High speeds are promised for .-.G or third 
generation svsrems o:fi red !w mohilc prone 
companies, who paid v. rv high pnie-. "or rht 
licences to operaic rhem. They wore expecting high 
tJeuwnd hy mrihik /•)->■■ >»e iivn l-.n- .: wide i;ii:ct ol 
information and cnrcrramnicrt -en .n. ha- example 
■epia;-. s nmrh d. highhghis. I Vie will red 11 de-t 





AiLodier :aeror :i: these dt-. elopments is Moore's Law. tire principle mat die compuiu'i 
power a parricnar xi;c of eompultt chip, the oasic component ni computers, w ill 
roughly double every IS months. This law can also he used to talk about eosr - the cost 
of a paiiicnlar unit ol eompuring power will continue ro halve every I S months lor die 
foreseeable future. The law i. named arret (.otdon Moore, eo 'oamler of die chip 
company Intel, who made the prediction in 1965. 
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Internet security 




nrsccr k ;i ainsubim nr, [nrei-iisi scvufiu : 
ith companies to try to prevent hackers 
Trating their compu-cr ivsren^ in onJtr 
i![--im)v • 1 1 l- iiiMir.i.umn on ilitin. 



Another problem is viruses. A virus is a small 
liro^ram LirsismeJ ;<i i'.i^.c riji'ip'jri ix rTiiiiur.aii'n. 
Jl-simIl' tin.' fircvaik .■:.\..\ .mri-vims pronrams th.ir 
install j) rl'.c ivl:i:i:i\; I dcfoiiiv. .i.u.ilum t'l'i-i.' 




29.1 Replace the underlie 



penetrate Pentagon computers 
Xenon's system down for .5 hours in action designed to exclude access 

' Companies' sjfst@rn_delences withstand latest attack s (2 possibilities) 



29.2 Complete the article with expressions from C opposite. (Two expre 

Snooping system is illegal, say police 




minislcrs lo as ini;: ;u mwiiy lor ijVif on i run.isi-i. m.,-Ii as ruling 

measures, and marketing- (6) 

;r b id stuekpile :ti- alilc io ;i.vess an i ml Ividual's records 

, ami alloiv njily if t:ii:) r;m cimsirve lii; strike provider, dial ihcy 

should be eiemnl from data protection laws hecnuse 

! judicial or there is enoujh evidence to believe the person i* 
involved in wmnBdoinu, j he Gug „jj on 



29.3 Find words or phrases in the article above that mean: 

1 not a bit to be. legally enforced 4 formal statement 

2 series of actions 5 change in attitude 

3 keep large numbers of G take a fairer approach tt 



ML 



Coitstdct 
to a company: 
■ speaking on the phone. 
* posting a written form. 
Which do you feel is most » 



t completing a form on the Internet. 



sending an email. 

, and which least? Why? 
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E-commerce: after boom and bust 



Oid economy, new economy 
In the late 1990s tympanies raised va 



of 




nsuroer (B2C| and 
busincss-to-busincss (B2B). B2B. where businesses 
■e:am supplies using the Internet. i\ .1'-.: ic:errcd LO as 
e procurement. 

Commentators talked about the old economy, with 
companies doing hu.iin-.-, in iruikuonai ways, and rhc 
new economy, with companies Joing Kifir.ess owr the 
Internet. This ivj> the iloltom fren/; . die period of 
large number': of Internet start-ups. many promising 
riches for investors, some of whom believed rbat the 
usual laws of economics no longer applied. However, 
most of the sires from [fiar time nave now disappeared. 

B2C 

In business- to-con sinner e-cormnerrr, -..n- were sc: up sclum'. everything Iron' pe; lood to- 
clothes. Among the survivors, there are companies like Amazon, pure-play (exclusively) 
online sellers, with no traditional shops - no bricks-and-mortar outlets. This is pure 

( !ihcv icl.iii organization arc clicU-anJ-mortar ones, combining e commerce with sales 
through traditional outlets. Some oid-ccoiiomv companies, like the UK supermarket 
gruuo Tesco, use r-comei:-,-cc in e. m : nr.clior. vv.h its existing operations - it did not have 
to invest m a whole new ixpcnse.e inirastruriurc ol new compiler •.rem-, warehouses. 

etc. to take car e .-.f it- c-fulrumcm . ■1-1 ...c-.v - r. auc delivering orders. . 

\B<£: e-fulfilm 



In business todnnmess c-eommcree. groups of computves can set up puhlic c\ehanges. For 
example, the WorldYs ide Retail Exchange allows companies to hid 10 supply pa riicipatir.g 
[Trailers m a reverse auction on tile Inrernei - rhe supplier oifermg [he- lowest price gets the 

contract. 

I h, re .re ii'hi' priv.nc cxeliauiies, it here :i .-.iirje eui;«>a.'ir tkwh u irh .vpp'li'.-^ 111 rhrs 
way. Some companies prefer ro use this, form of e-commerce because they Jo not warn to 
indicate their requirements ro rhei- competitors, thus revealing their current activities, 
(iotii public and private evchaue.es are aiso referred to as e marketplaces, '.lading hubs o- 
iradiiif; platforms. 
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.](!. I Match the two parts of these sente; 

1 B2IS e-commeree tan cut firms' c 
because 

2 The cnmpjnv operates ton:' e-c:> 



1 There was a huge l 
follow the dotcom 
\ Management theori; 



Li agreed that 
old rationed commaiid-and-control 
management styles would nor work 
5 There has been a trend for investors to 
s] li r t funds mil of rhc reehnology. media 



30.2 Complete the 
1 Retailer A s 



vith appropriate foi 
in shops and also i 



b bur i tell mine comfortable investing in a 

fuuij. whiKi- .:urir boklu'p. .lie laie.e 

multinationals. 
C it reduces procurement costs, born In- making 

it easier rn find tin.' cheapen supplier and 

through efficiency gains, 
d selling books, CDs, DVDs and computer 



e in the new eco,i< 

f back into old ec. 
and car produce 

is of expressions froiE 



and 



sells books and CDs o 



the Internet and has no sbo] 
, W it's involved in 



3 Retailer B has built m; 
invested in the 

4 I luuschold goods nun 
bids from suppliers. 

5 Defence companies D. 
in order to get compel 

6 f*\ppUers to D, E, V ji 

7 Manufacti 



e warehouses and developed sopbisricarcd compurer s\ stems; it has 
:nircr C has set up a where it asks for 



C -.lilimi- price', tot ;v,y;\ 
he supplier offering the low 
Companies D, E, F and G i 
! possible expressions) 



l different kinds of.... 



Have you ever bought something over the Internet? If so, what was your experience of the 
website, delivery of goods, time taken etc 
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Knowledge management 



Sharing knowledge 

. . '. ;J.',I is chief knowledge officer at a iiiuirinan-onai nisirance com-pai'-y' 
■Everything we do is basal on knowledge - knowledge ui' our customers and what they 
■ . . .■ 'o insure .1 L^ii iti-,1 . kno« iede.e o' 11.1: con 1 peri tors, and so e.n. 

-.n: to make -rav ili.it ihi. knowledge is s:i;i:;ii hv everyone in die ortjani/atioii. For 
OMtnple, subsidiaries i n diilerein Ljour.'.ries cat l.xivnt from ti'.r competencies and know- 
iunv (door:r-(c.i( an J (iid.uc.:/ knoivlcJia-*,' 1:: ooVr pails of rho vompam '.1.' f/fei 

<■ don't have to reinvent the wheel and dc'-ilnn MHiict'aing that lias already been done 
elsewhere; 

M Gin raise their standards or cllk ien>.> ro reach the best practices in the organization 



This is all part of knowledge- sharing 




great believers in professional development - cmpk .v; L s M. vn.l I : [vr ccr: ■ a vhoa t'aic 
on training courses. rice Unit 4i \\v think ol 01a ■... ! ■. .-. learning organization and we 
centralize our training ar our own company university, ustrre, our own managers as 
trainers, as ivoll as S:in«i:x train; rs in :nua oaiside. 

We have to fight against managers who think that they car, enhance their power by 

Another problem a liavacinit r 1 s k r,. ■■aledaa aid niaki::u v a ■ aiakle a i.vikk- v, .;\ .0 
1 aa: p . a-).- ■ i- )-,■■■):■ la j,.- J : information overload.' 

Eii.'iinrs.i Vocabulary in Use /advanced) 



The next big thing 



electronic or a people n 

Whilst taidwledgc nana 
a concept that has Ml 
the liiiraries (if antiquity, j IS and knowledge 
metamorphosis into today's hoi developed in o 
^iij[i;Lsj;LL];[lL!ii!ii ti'i.KiCrl hasL'don Microsoft. In 
recent develupmc 



i the c 



of huge 



developed Kao'vled^LAWiT. a 
of inftJimatioi! managed by 



■mpIKh with lii; .riiknl .aid lllen 



! Knowledge management has changed cnmatualiv : .v. ivccnr veaii. Tin:! .. .. I 

2 If things are different and unconnected, rhcy are 

3 If you information, you distribute it. 

4 If you information, you collect it. 

5 An important, successful, development etc, is a 

6 If you or _ information, you can find and ust 

7 If you information, you evaluate it. 

8 The company intranet can provide a or opportunity (or •harinj; ideas. 

9 Information must W looked at in relation to other inh >m i.ttion - thi- :s its 

and ir i< only uieh.il !or a limited rime - this is irs 

10 It's important to know what usci's arc trying to achieve or with rlie 

informarion that they obtain. 

1 1 Ar. of iiiroririiiriiMi is when there ii tuo much i>? i: in handle cftccrh vh: 



Over +o ijou JUk 

How is Knowledge shared in your organization or one you would like to work for? 
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Intellectual property 




We need to find ways of fighting pirate sites where pcook' swap music illegally. Technical 
advances mean thai content providers like record and film companies face a big ehailenitr 
through copyright theli suJi .r, Mr.. '[ hn - -luiv,. : ii i-:v. - a:e 'bec imeileacal 

property. The companies can only be profiiahlc il these assets are protected.' 




' The problem is that everything on rhe liit.-r.ei i. :n digitized form - the language of 
computers and the [nretner. In rite past, copy mg, loi example from records onto tape, 
meant a loss of quality. But now, people ean make perfcc( eopies of music or films and 
there is no loss of qnalirv. We want to find ieeln.ie.il -ne.ii. ol encryption so that records 
and films cannor be copied. w'c are workmg « iff: equipment manufacturers oh a system 
of electronic or digital watermarks - rcchnica ! i-ie.n- :■. : i.f.m ih. l ae mrcc < ■: a' I m.uon.'.l. 
ISur of course, there will alwavs hi 1 people who lii:J w .11 s of hre.d;i'ic '.bis ea-.:rv prior. - 
our defences will have ro become more and more technically advanced.' (See Unit 29) 

Nule: Another form of 'dic'tized 1 is ':i:ai:alizcd'. 

Legal protection 

"We w ant a svsrrm of digital right-; management -a nin^c --utl- i'i r 
people pay for the music they listen to and the films that they 
watch. We want total copyright protection fur all our products, 
whereby we receive pavmer.: tor all use :i: on:- properly. We nvighi 
consider licensing - giving tiie right ro people in distribute our 
nrasic over the Internet in cvdi;ir.ty for payment. We want to fight 
any idea that a record or film ean be "free".' 




32.1 Complete the e: 



:s from two letters with expressions from A opposite 



People ilon 'I v.iini liu- l-aisslc of (iraii; ro n tecord -hop .11;,-: buying :ecords. The music 
industry, in Europe at least, has been very slow to set up its own download sites. If it did 

this, the (1) would be less attractive. (2) are 

[he only way of making money Car musicians. The music industry should start thinking or 
other ways of making money From its |3| 



Making music ;i\ jnnole :o others without die ron.ent of in i4j ...... is 

(5) theft and illegal; second, there is a growing numher of ways 10 access 

music legitimately on "J'.c [iiicmci lather '.hat: illegally : .aid ihird. (6) -sharing 

services ihrealen the future of a music sector that employs hundreds of thousands of people. 

Sircli letrer was written by an opponent and biJ' hi ,1 s up port-,-: of tree downloading 



32.2 Match the two parts of these 

1 By rccluci'ig rtc copvrgh protection :oi 

2 Tcohnologv i-, earchiug tip with the 
problem of identifying recordings, and 

3 fn the future, movies are likely to be shot 
cm film 

4 We know a lot about digital rights 



learned wirh other Hie -w .1 ppi TLLi sites, 
c Howevcf, remember liu: no: all etiervption 

d developing 'Jxu.r .11 ermarks' giving unique 
idcTitilicaaion to a piece ot software or pictiirc. 
e the court's ruling weakens the incentives for 

f and later cigiri/ed for distribution. 



Over +0 ipu f^^^SSk 

Do you think it's acceptable to download ir 
Why / Why not? 
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Measuring performance 




■ 1 1 1 1 I I i 1 i 1 ''i ■ ■■ i I .■ .1 f ■ i i i ii i eporl with 

three key set; of figures: 

■ pmtir and loss account m baliince sIil-cc ■ cashflow statement 

llu ri i. :lir.L- m i financial srnrcincnis in iinnucial reporting. l'1-.ev ijvo r:e ha-i.: 

information about our financial results-' (They are covered in Units 34-.?7.) 

The financial year 

'Our financial year ends on March 31st, although other companies choose other dates. 
Soor after this. punish preliminary resuhs. or prelims, i'l-r full report and accounts 
are published a few months later. As a UK company, ue also pahlish interim results or 
interims alter ".lie hrsi six ir.un'.hi ol our 'i:iai;ci.:l \ ;;ir' 

Note: US companies publish I heir results every qtiartcr. 
Shareholders, bondholders and lenders 

'"We use shareholders' money to operate and invest in the business. Some of the profit we 
make is paid out to them, usually in the form of dividends in relation in tile number or 
shares that rhev each hold. Our share, are traded on the London stock market. 
We also borrow money in the form of bonds. We pai ;>ci ll-iil.i.hc interest on iho.e bonds, 
and men '..\w: repay the principal, the amount of money originally lent to us. Our bonds 

And we borrow money from hani;s in the rorm of loans, on which we also pay interest. 
Of course, our shareholders, bondholders and lenders ali take a been iii-.ere;t in our 

The i-tfviits see publish e-.'.u -.'.deet d.v.v- pr^ey. v.'.v.id ixse.lls cwte y.rici> hi rise, ii" the 
market belieyes the companv i. undervalued. However, pour results often cause a drop in 

share price, as iiwestors feel the company is overvalued.' 

BrL: shareholder: 

AmE; shareholder / siocsholdci 
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is from A, B and C opposite. 



( jiriipk fL' tin- crossword with appropriate forms of exprt 
3 Reports that an 



1 1 Money lent by a bank. (4) 

12 People and institutions that 
own bonds. (11) 

13 The money you pay on a 
loan. (8J 

14 See 2 down. 



2 and 14 across Another of the 

diree key financial statements. {6,1,4 J) 

4 Together, these people and institutions a 

5 Period of three months. (7) 
i See 7 across. 

<-) The publication ol results: financial (Si 

(0 Banks and others that loan money. (7) 

Comply tin- table witb words from £ and C opposite am) related Sunns. I'm a stress mark, ir 
front of the stressed syllable in each « ord of inorr rh.u' mX' si liable. (The first one has been 
done for you.) 




-s of the company. (12} 





'botrrMirq \ 'ixxToiM.r 






lend 


1 



33.3 Complete the sente 
of the gaps.) 



ir the project is co 



to the charity 



3 The company m 



r keep a careful concol o 



... this year in order ro avoid 





ius.iieii Pabulary in Use ladmnced} 75 



Profit and loss account 



"Thi- accruals principle means i'v.v. r\niis n a ri I.; ■ r d|inrLinij. period, for example 
s.lics ui goods 0' purchases of suppfej. are reCOfdeii in that period, rather than when 
money is actual. v received or paid out; this may happen :n a later period." 

Profit and loss 

■The profit and loss if'M.j account leeords Lie iiionci we ni .1 i- or !■:■-.!_■[ : .lin : ni". a 
pnrueidar repoiahis periixl. asms ihe accruals i">vino; i"> Ic In our case, our accounts record 
sales from nooks, n-.aiiiizines. television adverri.sir.s-;. ere. dnrini' rhi period rhis is die 
money 'eccived from, sales, minus the labour and cost of materials used to produce rlicui. 
which is called the cost of goods sold (COGS). 

I 'lei- w-c i.i -.i away selling and general expenses - the costs related to making these sales 

not an actual sum of money paid out, but is shown in the accounts to allow for the way 
ih.n machinerv wears our and declines in i line over lime and will have to he replaced. 



Of course, we pay rax on our profits and in the UK this is called corporation tax. 

Nole: Sales are also referred to as turnover in BrE. The profit and loss account is called the income 
statement in the USA. 

Earnings 

'From rhc profit after rax, also referred ro as earnings, we us.iailv p;r." dividends ro 
si -.arch oca is. a-ic ■. n.i :.y s:.\ ;!i.- -iLa.ee ioi do idend. pei siiave. IT race, :. w Ii :- a. kines- 
is bad. we may not do this - we may omit, pass or skip rhc dividend. 
Naturally, we don't pay out all out profit in dividends. We keep some ro invest in our 

You can look ar prolitabi lity in te'ins u: earnings per share (liPS). even if some of these 
canur.c.s are regained and not vaid out in dividends. ' 
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1 MatL'h the words in rhc- Uix ;o ri.i.-; o\priss:ons from A. B and C o-'positt. Tin: first one has 
been done tor you.) 
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Balance sheet 1 



Assets 

. ■.■.TiLiiiiir p> riuu. nsinik ihe 1 1 niivirk ru-riod ;:>;' a-., fiii.incial iea:\ Iku tile -i-.apshor 
could lie taken im any day nf ihe - car. 

An asset is something thai has \ alue or the power ro ram money for a business. A--ers 
includet 



d goods and finished goods, that arc going to be sold. 




:ablished bands 



■e are some things of value [hat arc 
ni a balance- shnt:r, lor example ihe 
J -kill.- oh rlic company's employees. 



Depreciation 




period, perhaps as -boil j> i 
charge for rhis is shown 111 the a-.^iiiir.r^. 'Yhs 
■■ . ilin.- i>: r'".c eonipnx nr is written down or 
reduced each year over thai period and written 
off completely at the end. 

I he amount that is shown as the value of an asset at 
I hi- r.iav or :ii n; :[ its marker value, i.e. the ami 



pa'Ticuiar time is iis book value. 
int that it could be sold for at that 
« rl'.ai: shown ill 
be worth less than shown in 



'. iie prepared by a realisti 
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-:T).1 Complete the assets table for it UK company with expressions from A opposite, and the relevant 
futures, usiny. the folic iwuvd, information: 

96 Paradigm has goodwill, in the form of hundred- of satisfied customers, worth an 
estimated £15,000. This is its only intangible asset. 
It has investments of £6,000 in other companies. 

I: his raw marrria Is, unfinished goods and finished goods [ocelli'.-: worth f .1.5! HI. 
owns equipment and machinery with a hook value of £9.000. 
owns land with a book value of £31,000. 
has £l 1 ,000 ii\ in icc.suius M \[k bank, 
owns offices and factories wirh a book value of £.94,000. 
Various people and organi/anons. indue ins customers, owe £7,500. 



j Balance street at 31 March 20 



Total fixed assets fiinok value! 



Total intangible as sets 



.2 Using the mlonnatton in h opposite and in the table above, decide if these 



equipment .uid machine:!' is ne :irk 



2 The %i 

3 The fig. 

4 The fig. 



about 
down bv a:i 



(;iupn-.en7 and niadiincrv -bows dial it has been written oil completely, 
md and buildings is thr e\aci amount they could definitely iv -old for. 
oodw id is an objective value of die customer base that a buyer of the company 



mumdX 



Think of at\ organization you ate interested in. VJtrat are its rr 
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Balance sheet 2 




Liabilities 

A company's liabilities are its debts to suppliers, lenders, bondholders, tin- rax authorities, etc. 
Current liabilities are dtibrs thai have in be paid within .1 ivar. h>r example: 

■ creditors: monev owed 10 suppliers etc. 

■ overdrafts: wina the company spends more moacv :ban ii has in its i\i;:k accounts. 

■ interest payments that have to be paid in the shtirr rcrm. 

■ tax payable. 

Louy-tcrm liabilities .in- debts that have to be paid further into die future, for example 
lout:- term bank loam and bonds. 

BrE: creditors; 

AmE: accounts payable or payables 



Shareholders' funds 

Whca yir.i deduct a compares liabilities leveivtamr! it tv-.\vs: rriim :r- asset- levervrhinp. it 
owns}, you are Id; w:h shareholders' hinds-. In thcorv. this :s wha: would be left for 
shareholder-, it ihe i.iane— -repped ■: :pi'ia:ina. paid ah its debts, obtained everything that 
was owed ro it and -.old all 11. buildings and equipment. 
Shareholders' funds as shown in a company's accounts includes: 

■ The share capital- the shareholder- have invested. 

■ The prohts :hat h,-.ve not been pari ran ui dividends to slurehokJecs 01 ef tin: years, but 
have been kept by the company as retained earnings, also called reserves. 

BrE: shareholders' funds 
j AmE: shareholders'/owners' equity 
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This is the other half of die balance shcel n: ["nil lv Complete the assets table with expressions 
from A and E opposite, and die iclc ar.' hL.ur,.-., using the tolaiwmg info'iuation: 
Paradigm has J bank loan oi £10,000 m W repaid ui d'.Ttv years. 
It has issued £100,000 worth of shares. 

It has to pay £3.500 in interest on its hank burrowing and bonds. 

h owes £.5,000 in tax. 
Il outs id. 0UU tu suppliers and orders. 

(In one of its bank accounts, Paradigm has spent £2,000 more than it had in the account. 



') Balance sheet at 31 March 20. . 



































Total current liabilities 








Banl< lab ■" n 3 
















Total Ions -term liability 
























Shareholders' funtls 
TOTAL LIABILITIES PLUS 
SHAREHOLDERS' FUNDS 






177,000 



1 The creditors item includes debts [h,ir will have to he paid in two or three years. 

2 Overdrafts arc a form of long-term loan. 

3 In the coming year, Paradigm will have to pav more tax titan it pays out in interest on its 
loans. 

4 Paradigm has bo trowed mote in the hum el bond.- than :n die form of bank loans. 

h Share capital of £ 1 00,000 is the curren [ value of Paradigm's .hares on the stock market. 
G Retained e<i tunics is the total of all the di\ idinds ihat have been paid out to shareholders over 
the years. 




items on the liabilities side of its balance sheet with the items in the table above. 
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Cashflow statement 



-ulat period; cash inflr 



.utflow: 



,1 COmpan; 



Types of cashflow 

Net cashflow from operations Is the money generated h\ the in. <.f ihe eon ipauy's goods 
or services, minus the minify on supplies, staff salaries, ere. in the penoil. 

Net ca-ihllow from investment activities is '.hi iv-'.iit of: 



ases of 'and. kiUdmgs ami ;qiLipn-.ei a . 
if land, building.', and L-i|uipmenL. 
ji cashflow from liiuuiemg activities :> L lie rosulr or: 
monev received Lhrougli short-term harrowing, 
money repaid in short-term borrowing. 

■eccived through issuing new shares in the company 
eveiivJ rhrodg.-i rv.ui;:e; new bouJs ii: rite company. 
: dividend:. O.lid "i.i shareholders. 
Adding and sab:racring the iiguve- above, rhi eoinpaa > ^aleulaie-5 ::s net cash position :r 



i check the cashflow 



:e how the company is 



the end of the ; 

obtaining and using it. cash - how ninth it made from its operations, how much ir has 
raised through new share 



loans repayments and interest 
sales of securities 



purchase of securities 



Cash inflows 
d outflows 



;{7.1 Complete the tabic tor a UK company, usii 
Im-ii r It; tiillo-.vintL ;':i^cnr.i:ion. 



n A and R eppos 



LasL year, SBC had a i:er c/ishilow mm irs operations < a" £55' !.(!()!). li '-our,: a -!,.■« Ve 

ie ..In. Li ... lid l-ir. a ev, ai SRl r .1, 1 Mi. hi 1 -bar, . 1 

Company A ;i;iJ oka med i 111.' 1. '0 fur shares that It sold m Cumpam 11 H n- L vi'.rd 
iut«csi of' £.1,001) mi a loan it had made to another director and ,old its old (ithce. 
butldlllg for £2:50,000. 

SBC obtained a bank loan fur .("220,000 that it will have ro repay next year. ]( paid out 
£53,000 in dividends to shareholders. It r.iised itidtl.OOO hy issiiins new kinds and 
iSOP.OOO by i.ssuins hl-w share cnpiral. Ii also repaid a loan of (180,000 thai ii obtained 





ement (or the year ended 31 December £0 . 


































money received from sales of shares 














nans made to borrowers 


(So. no: 














■5;000 












purchases of land, buildings and 














sales of (and. buildings and eouipmen 














Net cashflow from investment 
activities 














ncney receive tt.roug. i ^tnrr Icrr^ 


22(1,000 








































"non^y 'ec-V' 1 ^ fh'CLO'l issuing rev,.- 








































NET CASH POSITION AT YEAR END 



















+0 upu ''^^■^■■^^^■^^^■^^^■■H 

Obtain the annual report of an organization you are interested in. Relate where possible the 
items in ils cashflow statement to the items in the table above. 
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Investment ratios 



■ets 




Clam Kreci"nau is an analvsr. ar a large invcsrnicm hank: 

'We can check ihc heaah ol .: c.ar.pain K looking a', im estment ratios: the relationship 
ol (nit- ke> figure to another. ['Ill- pcr:o:uiaiicc ol efiMcrciit c vnpanics in the same industry 
can also be compared hv looking aL '.lie same ratios in i:k':i t o:i ipai r, . 
One important ratio is return on assets i'ROA;. where »i iook a: a compani 's profits for 
die year in relation to the value o: us assets -- resources - 10 see kov. v-.el' managers are 
using those resources. It .i conipanv uses vekitiveh lev resources in re'.arion ro similar 
companies to genera re a higher level of profits. we say that ir is swearing its assets. But it 
may reach a point where ir is nor invesrieg eroapr in ne\> buildings, eqaipme:-.:. ere. 
There are limits to how far assets can be made to swear!' 

Return on equity 

•Return on equity (ROE) incisures how well a company's managers are using 
shareholder's equity (see Unit 36! 10 invest in activities and resources that generate profit 
ior shareholders. bor example, il in a particular year pmrir before rav is i/)(!,000 and the 
company has shareholders' equity ai thai tune of £it)0,000, ir has ROE in that year of 10 

per cent. 

Like all ratios, this can he compared with figures from oilier companies, or :or the same 
company from year lo vear. One figure hv itsell doesn't mean very much.' 

Leverage 

To get a better rerura on equity, companies may borrow l:i the form of loans and/or horids. The 
amount of a company borrows and the interest it pays on this in relation to its share capital is 
leverage-. Income leverage > :ke aiuound of airi ivsr n compnuv pavs on irs borrowing m relation 
to its operating profit. This can be expressed as a percentage: for ex-ample, a company that makes 
£80,000 in operating profit in a particular period and pays £20,000 in interest has leverage of IS 
per cent. The relationship ear. aiso be exprcsscc as a ration in ri-rius of interest cover - the 
number of rimes ir could pav the inrrresr our of irs opcrarins' profit - in this case, four rimes. 
A company with a lot of borrowing in relarion ro irs .share capital or operating profit is highly 
leveraged, or, in British English only, highly geared. A company that has difficult;' in making 
payments on its debt is overleveraged." 

Note: leverage' is also called gearing in BiE. 
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38.1 Match therm 
1 Theweakes 



1 



. ajiUJinrns: expression, rtoiii A and B nppoiiit. 



rt at the group is the 



2 Analysts spend many hour-, ■. l i ul yi hjj: 
hMK sheets, 

3 The com pan i' has failed to sweat its 
mamtiacttu-ing assets. 

■' B; in ',=.-, ■■ I,: '.v US L r-. r p,.j-aii, , 

38.2 Look at B and V. opposite. Study the figures 
complete the table for years 2 and i. 



a most of which have operated at well below 
capacity. 

b whi te return on asset.-, '.i-f yc;ir was only 
C and discovered that they all u..ed r L 



.uiJ liiiLineial iv 



a UK company for Year 1 . Then 



Rjnx Inc. 



Shareholders' equity. £200,000 















1240,1)00 






S&O.MO 








lysis are saying that in Year .1 
crntms; ptoiit. Which 



Obtain the annual report of an organization you are interested in. What income leverage 
docs it have? 



Shareholder value 



Yield 

Ciara Freeman, from Unit -Jii. conlmues: 

investors look at the yield of a company's shares - the dividend per share thai it pays out 
in relation to the share price. For example, a company whose shares are worth €20 and 
that pays a dividend of € I has a yield of 5 per cent. The dividend per share isselt i- 
c.iicti filed b<- dividing distributee cainc'.as hv raimher ot shares our-randing. 
Those interested in immediate income look to,- high-vicid .liaics ■■ -ha-e- dial iu: 
high dividends in relation to their prieios. Others might acccpl lone'-; ield shares 11 1 1 1 - j. 
think the enmpany's profits will grow over the coming year-,. These investors are looking 



hi it eomp.'.iiic- Co ;'n: pa;. .. n,l d. dieiv earnings - ?;n|-;- alter tax - ill dividends each 
period. \oi .di icnree- are disirihuted in rciaiclioldevs - companies keep some as 
retained earnings. (See Unit .54] 

Investor;, wain to know how well iheir money is working for diem and one way <>l doing 
this is to look at the earnings per share (F.PS). This is calculated bv dividing die after-tax 
profit by the number of shares outstanding - the number is-i :.i a no in cx:.:ciicc. 
For example, if a compam has an afrer-tax profit or S I million aed has lour million 
snares outstanding, it has F.PS ot 2- cents. 

They can also use the earnings per share to work out the price/earnings ratio (1'L ratio) - 
this is the share price divided he the earnings per share, ['he company with F.PS ol 25 
cents and a current share price of €5 has a I'K ratio of 20. 

'['his ratio gives an idea of how expensive a share is iu relation to the profit the company 
is making. "if investors ate willing to pay for shares with a higher-th an -average PF. ratio, it 
niav lie because they expect die company to have hiehci-thar -average prohts g'nwth in 

Shareholders in a company obviously want ro maximize their return on investment (ROI). 
The\ increasingly look at hoe. the compam.- is ni.inaeeo in icims shareholder value - 
the total amount the shares the;, hold are paying out in do idends - ami rhe increase in 
rheir value during the time thar they hold them. 

If a company's shareholders could gel [he same or better KOI by pulling their money on 
deposit in a hank, they would not he loo pleased with the company 's managers. So. 
shareholders watch senior managers" decisions increasingly closely A company may sin 
thai a ■-..a; ;- ti ■ maximize shareholder \ahic .,: ,: ii- a--.ee. are picr-nral a-scii ::: up- 
most profirahle way. This implies key strategic decisions such as making the right 
acquisitions, and divestment of business units thai do not make enough profit, even if 
they are not actually loss making.' (See Unit I 9) 
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39. 1 Complete the table for last year for two companies, using the information in A and B opposite, 









Earnings 


€6,000,000 


€6,000,000 


Retained earnings 


€3,500,000 


€5,000,000 


Distributed earnings 


€2,500,000 


€1,000,000 


Number nl shares outstanding 


10,000,000 


5,000,000 


Current share price 


€5,00 


€6.00 


Dividend per share 






Yield 






EPS 






PH ratio 







39.2 Using the information in A and B opposite, answer the uue.rions about the two companies in 
the completed table above. 

1 Which company paid more to us shareholders from its profit after tax last year? 

2 Which criinpa:lv naid onr higher cividi-nds in relation in its shn re- price/ 

3 Which company had the higher earnings per sharer 

4 W hich compam 's shares are cheaper lo htiy in relation to its earnings this year? 

39.3 Complete the sentences with appropriate forms of expressions from C oppose. 

1 The committee directed the coinpan; \ management and financial ad\ isers ro explore a sale or 

2 The group's bid is the latest part of the strategy formed by its chairman ro re-invest the cash 
raised from its programme. 

3 One analyst expects the company to come to a eni.i.d on its 

shipping business very soon. "A cool rational manager would stop shipping, :j.s u. hasn't made 
a cent in the pa.st ten years." lit: said. 

4 Under karlsson's management, shareholder; have seen a 20-told 

, and this year the company has been rhe best performer on the Stockholm 

Stock Exchange. 

b I he enpineeraig giimp is call'ng on shareholdi-rs lor C'.Smi ro help pav for rliree 
mil hnavi;;- ,iv. .rivi-sti-ie'i'. viiogr.iiriivir. 
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Accounting standards 




should Ik more strictly related - the authorities should supervise them more closely. 
Regulators - l; .'.gene i - che, i ■.. di.:l i':ic i. .Li^phed ■ are demand ins; morn 

transparency: ihev my audits should ensure that the company's accounts give a dear 
pi.-7iii-c- or its rri:o Jii: ji-^i.i! situation, 
'['he;,- are particularly concerned wirh: 

■ auditor rotation: the prineiple rhar companies should he obliged to change their auditors 
regularly 

■ conflict ol interests: some sin dm ,i company', auditors should not be allowed to do its 
cons ti It amy work, lor example suvine tax advice or douig tnauagcmenr consulrancy. 

International standards 

In the UK, the way accounts are presented is governed by regulators such as the Financial 
Rcporrinr; Council (FRC). 

In the US, they have the Generally Accepted Accounting Principles (GAAP), promoted by 
the Financial Accounting Standards Board (FASB). 

People and institutions inu-st 111 u impilnics worldwide. ]'he:cfore it's important tor 
financial reporting to be in 3 form dial means the same thins; ro people all oyer the world. 
That's why accountants worldwide are moving lizard. Intern aEional Financial Reporting 
Standards (LFRS). 

These standards will eventually be accepted by the International Organization of 
Vendues Commissions lOSCOi i'i-. '■■ esei n:rg st.>c^ markers all over die world, including 
the all-important Securities cuid Ls-diaug,c Commission I.SF.C) in the US. This will 
facilitate investment by allowing iiocslors Iron: every continent to understand the 
accounts of companies, and to trust (hem. wherever they are ba.ed. 
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■0.1 Look nt A and B opposite. I'ui the paragraphs of this article in the correa order. (The first is a 
and the last is e, but the other paragraphs a:e in dilfercur order.'! 



AcL-DUIllHIttS seek l<> StU\ i;laillon>tlS I ■ :■' ■'■ \M ^oiu:i Lis L«.-i;[] cnfa^-J in 




■0.2 Complete the Sentences with appropriate forms ol expression.', from rhr article above. 
1 If regulators have no major cHticivii; to make or a pro "ess: or.. ih;-i g:w il a 



3 Another expression ior a larye hankmptcy is (a) 

4 If professionals do not do what they are meant to do, they their 

responsibilities, (c) 

5 ll" something mn-r he watched cuvluliy is required, (d) 

6 If professional Standards are not kept lusdi, there are . . id: 

7 Relationships with clients that are loo close are too idi 

B If a professional cannot act properly orcanse work. La. one area interferes with « oik. m 
another, there is a (dj 



Over +o 










Should there 


be obligatory rota 


tion of auditor 


as recommended by so 


ne regulators? 


Wh V / Why n 


at? 
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Ethics and business 



Ethical behaviour 

Ethi J b 1 11 I II 

■ employmi nt and community: they want to pav am nrion. ro rhi:np.s :h,it arfcer .ill people, 
not just their employers, in ill; 1 area, where r:i:- -oinpanv has its orhee^. racrnrics and 

■ the environment: thee warn to conduct business in way. that protect the environment to 
ensure chat the ar, it,,-, l re. an ■-■ ir po I hi red aid plaar are. .ir I n •, I l ie .my a. a 

■ winning ns\\ bushier: dicy wain to gel hasines. « a lio i it engaging in corrupt heh.'o iorr, 
r";>r exam pin olle'rug bribes - mee. gi\ ea i, . ,:oei ■ ;!;■■ - ■ drai tie-, v Mo- Laiethieaib. 

Companies wan: ro be seen as good corporate citizens. ivi:h aetieines thai arc beneficial 
not only for their stakeholders - their cinpL'i ecs. shareholders a::e so nr. - oai ior Hie 

Accountability and transparency 

bthie.ii enrporau behaviour iiu hub. ,ieconntabilit\ the idea "bai companies arc 
e.omplcieh- re-.pon.si hie ior w'aar ,he\ do and rhar oeople shoiile be able ro evpeer them to 
-splain [heir a, .[inn-,. Irarisparcncy i- explaining rhis hi havio'.ir in a way :har ean be 
understood hi outsiders, and nor try inn ro hide anvrhinit. Companies mav sav rhar thev 
demand high le\eU ol probh\ and intcgrm - compicre li"iKsrv - to an their cmp'ovces. 
and that they do run tolerate anv form of misconduct. 

Corporate social responsibility 

Companies have long bad codes of ethics and coder, of conduct saying 'urn their 
managers and employees should behave. Nov-, thei are looking ai these issues in more 
systematic ways. They are designating c.v.va'.n er. ;o ovenee d:c waole area oi corporate 
social responsibility (CSR}. 
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1] . 1 Read the article relating to die ideas hi A. B and C opposite. Then sav if the statements below 
are true or false, identifving ihc phrase or sentence from the article thai confirms your answer. 
(The first one has been done done lor you.} 

How to become good in all areas 



..-iril r^pn;iMh:ln;, niaii^csini "^^ -l^r.. 
nlv .1 .1:' . ..inipiniiLv lij* l; f 

;i]Ui;::-'ii.-™ s\jkTi; in say- ill.' ill!] 

:c 1 J. J'. .1. :>vc::v/-- 'v, I}.,-. ■.■ 1, 
Alices integral le Ll:ci[ - 1 : i 1 1 ^- l? iin:l .-'I'-iM 

■ i''e,.:Lu i !■. : n llic LIS and Eun 

■NlliiiwJ ii!i:ili;iL billies ul :icii[ii r 
l.30ubn)u 



1 Most companies have dear, cohemrr policies on social, environmental and ethical Issues, 
•false - Few company.:; arp. dear ... social, eiwr-c.w-.i' ,»ij i-.-fhrcal issues. 

2 II a company behaves with piohiri. has kigh ethical standards. 

3 Business lor vvinl Resp: aisihihp has a coheivnr .v.stvi ia Ji Jcsi'.r ing :. co-po-a'.c social 

4 It's simple for a ce avipany to add a CSR management system to its day-to-day business. 

5 Codes of conduct are enough to ensure ethical behaviour. 

R The guide savs rhar a company"', ■.i.il-.e'lioklcrs -,1m iuUI ah he kepi bapp* 5 u tiia: dic\ are ail 



1 The company was accused of giving ... to local officials in order to allow their 

products into the country mote quickly. 

2 The company has supported several project, in the local , where us factories arc 

situated. 

3 Voters demanded that there should lie greater- in the election process so that 

they could understand it fully. 

4 folio wins' the scandals of l-.nrou. VVorldcom and others, there is greater emphasis in business 
schools on the teaching of 



Over ±0 tpu -^Pl 



Think of a particular ethical issue that concerns you. Write a fetter tc 
asking what its policy is on this issue. 
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Social reporting 



Social performance audits 

performance; these evaluate the effect of their behavinui m i .- lllh in to '.her - : i ■. ■> I ■ ■;. ;l- 
and to society as whole. 

Supporters or socia. aiioits sav that this social reporting is as important as financial 
reporting. They sav mar ir provides important informahon for all of a company's 
stakeholders. This is parr of the wider picture of stakeholder theory, the idea that 
o imparl ics have responsibilities not only to employees, customers and shareholders, hut 

Critics say that a social audit may just he a public relations exercise, with no real benefits. 

Word combinations with 'social' 



conscience when companies believe thai doing bu-mcss invokes moral 

and ethical issues 

issues areas of concern, sneh as unemplriymeiit, poverty, etc. 

justice the idea that people should be treated fairly and equitably 

responsibility when companies are concerned about the consequences ol 

their activities on the community lis a whole 
welfare payment tor people who arc unemployed, ill. etc. 



multi national i 

'A lot of our iiianuiacturiiig is done by suppliers in developing countries. Companies in 
the clothing i:id.isrrv are panicdariv open ui criticisms about sweatshop labour - the use 
ol underpaid people with reri ible working conditions, which amounts to labour abuse or 
labour exploitation. 

Mi joh is io vrai ei to these .-ountiic; .uid 10 c;icc!< labour standards. I tto there to cheek, 
for example, that our suppliers are psymg their workers fairly and that they have a good 
health and safety record, with low levels of illness and accidents. We also ensure thai 
workers are above rhe lega : mir.imtim age to work - wc do nor use child labour. 
We are aware that hi^h-prohlc companies such as ours are likely to be subject to scrutiny 
- seen and judged b) people from or.rside. \Vo know that if wc are seen ro be socially 
responsible, the company will benefit.' 
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( omplcic rhi- scm n-.r.cs wain corrcn icvmvs u( expressions Innii A upposm-. 
1 I nc "laiiageiiiciit to be aware of its w idcr responsioMitics to the i 
employees and shareholders, when prc.scuring new proposals. This is 



2 There is a risk that com panic; i:i [".c.iisrrics -kit are more renowned for polluting and 

exploivini; than e.;rii:g and sharing could adopt and use iL Lo 

highlight their more etluejl activities, purely as a 

3 Auditors should also he required to report to a wider inrerest group than just the 

shareholders. These could include bankers, eu-io-ncrs ar.,-1 suppliers, potential 

j'uhLmLL'--. <(ue.bv : . ■.:■.> Ai d v.vu o c : n : dj.^MUiiicisl-.. 

4 A group (it exper ts looking a: how r.o:lip,iuv lav. opcraics is nlrr.idv ioiisidcring v.I-.l rhi'r 
con - , panics -cieold lv lorcec ;n publish annual . . 



42.2 Match the [wo parrs ol these sentence^ ci muming c\pressii 

1 Bto.tilvj.ii v.iciety is ai.-u.i7iii« -.'.ml .idocui'.g 
a model of economic dcvcli ipment rha: 
balances economic grow Hi, social 

2 At present the country has only a 



A and Ft opposite, 
a welfare system ui plas.c to. olis/.itli the shock 
of mi lions of people being thrown out of 

b justice and the sustainable use of natural 



pledged ro safeguard the 
weli-bcing ol the commu 



I know that one of our competitors! 
exploits poorly-paid people 
working in very hot and cro 

-down buildings. They use ... I 



3 f I know for a fact that son 
their workers are under 
I 14 years old. They use... 



talk about his work. Complete h ; 

2 r- 



They don't pay 
keeping the factory clean or 
well-venrilared and clearly don't 
care about their employees' ... 



Over +o cpu ^^■■^^^^■■^^■■^^^^H 

Find nut about social responsibility issues in an organization that you are interested in. 
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Green issues 



Environmental pollution 

■ - should of iiiurw ruin 
environments! pollution - damag 



omissions from chimnevs or w i:h cfflucn 
toxic liquids that they discharge "no 
or rhc sea. The. -liquid dispose of waste 
more acceptable ways. 

Nuclear power plums .ire required ro monitor levels of rndioacrivity in 
jmuivj tUe.m, Kit critic-, -.ay (Kit o.tn minimum Ice's, ot" radioes r.v try avo vaviccc; 
And some pollutants arc carcinojicnic. caaain.: cancel. 

( hi', ci i'i:'.cc:s iiip;:-.e slriiiccuL rcuub Lions r:>-, e . ore via it ■. i o I iir ii o. >l haioe . 




Products should be recyclable - the European Union, for example, has reecalatious abuui 
die ptopotiion or pi-cent ae.r content o" p-oCL:..La .;ud peckaemc. lIi.'L liillsL he reused emd 
recycled. Household aiai indu* trial ivaste = h. .1.1 Id ..'.•■■:■ K- u-._-i J t -d. ya:.mo! Lei :, n! rccycline. 

:■ in landhlk e.i'-nv o >il[ii'.i;e iudctiLClciv a:' ; d thai bu.ruice. ivas:c In 
mentally damaging. 

Word combinations with 'environmental' 



■vidence char yon care about the 1 



>f die Earth who c: 



and Friends 
rs together 




rln v are nor depleted is e^seatiai. for example, 
deep sea ri shine; has to he done :i- a w ai taa: 
niainrains n.h -rocks and avoids overfishing. 
Ideally, teo.c 1 ne.ae.ed :v. l-ijjyijat; rh.11 causes 
deforeslation should have an incentive rn 
rnaiuLain (mure timber stocks through 
reafforestation These industries should be tun m wav.s Laar are sustainahlc - in wavs that 
maintain the resources that they rely on. (See also Units 4.5 and .50) 

Another aspect of sustain. 1 I11I111 :- renewable or alternative energy sources sueh as waad power, 
'these arc some of the environmental o : - L»-ceu issues that o impanics ar e laciiiy. '.nmi coaipanie 
produce reports on these issues thai'. e.iic a more Mvourable mipression than is justified by die 
real facts. This is called greeiivcash by critics. 
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■3. I Complete the table with v, 













incinerator 




pollute 




: recycling 


recyclable 







13.2 March the- two parts of rbes 
I He led a political campaij 



2 According to the . 

3 If you realh- waul 



4 The project will boost Brazilian 
efforts to figln em ironmenral 

5 In the richest countries with the 
toughest environmental 



.5 lobby, :his r-pi- ol plasiu. is such .-. dangerous 
substance to inanuiacuir'.- and dispose o:' thai it 
should be banned. 

i credentials, there are several household cleaning 
products that will cause less damage ro the 
environment, but are likely ro eosr slightly more, 

I devastation in the area, 

.1 -randaid-.. :h> airor.i'T ol bouschok! was:i- is 

growing, more slowly rhan the economy as a whole. 
; dey;i'acLuio:i eh the Aiua/o;i basin. 



Complete the sentences with expressions from D opposite, 

1 Illegal gould accelerate degradation or even cai 

affected more than 9.8 million acres of forest in the past 30 y 

2 Kishcrmen arc being encouraged to catch alternative fish spec 
the stocks to near-collapse. 

3 The L-ountry's socictv i? maturing and adopting a model of ec 
balances economic growth, social justice and the 




Over +o upu ^'■■^^^^^^^^^■■I^^^^H 

What does your local government authority do to encourage recycling? Docs it do enough? 
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Corporate governance 

Board organization 

Corporals: governance is the C'oir.panv is : :r^;ir i/ed and managed at die highest 

;:\. 1 ^an I'.a 1 . e a i.i;:i.al ii due: m 1 (>:: '.III.- i.nn:pa]:y s |_:i_-r loin'aiae and beh.n inar. 
A company's board of directors" includes: 

evecnrive directors: die chief eveeuiivc And oiho- scum:' m.- niters such ,t. the n:i;i:iii 



■ non-excculivc directors or no n -execs: outsiders u itli management experience who 
invited m .it ni, the hoard. : iri rij^i sit\ ■.lien cspcri"-e and an outside view. Large 
tlie company like pension kinds may also have seals on die board so that they can 
influence how the compam is run. 

In sonic countries such us Gcmianv. ihcrc are two hoards. Aboie the management board 

is a more senior supervisory board. 

Separation of mies. 



Rewards Tor success (and fa 




heir defence that share opris: 
in make them perform better. 
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Ethical investment 



Controversial products 

George Unwin is a fund manager for an ethical investment fund; 
'People and organizations who put their minify into our hind want us to invest it . 
ethical ways. "We want to avoid companies that have a kid record on social and 
environmental issues. We particularly wain to avoid certain sectors - tobacco, arrr. 
manufacturers, and nuclear power or uranium producers. So we put our clients' n 
into hinds that do not invest in these aeiiviues. 

Socially-responsible investment 

There is more and more relf.ain ia lonnarinii ahoar erhirallv rin: ennpames that people 
can put their money into. In the UK, FTSE4Good' is an index of etrucally managed 
companies. In the US, the) have the Dow Jones Susta inability INDEXES 2 - DJS1 World 

long-term interest <>t society a nil the rn iroainent. I hi - concept, known .is corporate 
sustainahility. is defined by DjSI in these terms: 

strategy: integral;]'.:: long-term economic, environniental and social aspects into their 
business strategies while iiuunraiaing global competitiveness and brand reputation, 
financial: moot ins; sha reaolders' demands ii>r sound financial returns, long-term 
growth, open Lommunicarion and t:ai'.sp.ue:n faaueial a^couiHUig. 
customer and product: fosrerin;: lov;u:v b\ investing in customer r elationship 



governance and stakeholder: setting rla I i:;lic-.: .aul.uc- ■ 't corse.r.i:,. ■vu , a : vi.:e auc 
stakeholder engage: nenu incl eoine. ra-< >-a ; t - codes or c n-.cr.cr and public reporting, 
human: managing human resources to niuumuu work:orc c capabilities :nul employee 
sn-isfacuou through ivat-ui clas- ore.aiii;a;i' ilijI learning and knowledge management 
pracriccs. and remuneration and benefit programs. 

The FTSF4Good and DJSI indexes give the overall value of the share prices of the ethical 
firms, and we can compare [he performance of :ndi \ icual linns agauisi them. 
I'lii- :s pan ol tVic movernenr towards sociallv responsible investment (SRI). 
(See Units 43 and 50) 



™.f r «4g U( ,d.L-L,m 
™-.su5famabili[y-intltx. 
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4.5. 1 Complete the article, which contains words from A and B opposite, wnli ;.-e Ivlow. 

Analysts look at new factors 



M( Kiciiijli cues Smulji Airman usininj; nirnpariies. 
sonic iil'vhicl) :ceeillU announced [licit decision 
■ i: fii'midc iclroi iral ilius, lo \n:rli'ri iiim-iini: fiom 
Aids. Tht: coil of Aid, k csnnvitcJ Hi add sJ to So an 
nunc.' In I he price ni pmd-.irinr ]..olii.' lir snys ■( iivinr- 
dnigs to vein workforce mai lie a sMmt! PU "cstuj-i. bill 
11 mil also ivdn.v your |iii:din li..:i cosb ,u:d 



independent analysis by QKI.) Imernaiioi 
towards Imiovcsfs preferred stocks won! 
cent between December li>96 and "Decet 
j rigour and depth to its analysis. The mai 
than at shareholders with a consnencc. t 



■ iiiy.unu'iif, Mr Kicrnan refer- ro 
ins that a portfolio of shares tilted 
formed the S&P 500 hy nearly 29 per 

more at analysis and company boards 
rmdirr.ce for companies carrying out a 



S900m (£600m) over the last decade from pollution prevention programmes, 
e visibility through the HTSH Good Index launched last year. Rut many investmer 



BP 



Do you agree with the argument in (he article that ethically run companies ai 
profitable than those without corporate social responsrblity policies (see Unit 



SS WrcobuJOry in Use 'Cldra.nc'irt, 



Global forces 



Paths to prospei 

Since the fall of com 
the global economy 



include countries such as Japan and An 
f.v.- wC-olopisv,; coiinnics nr lcss-<kvcUvy 



People who want to emphasize the differ 
developed countries of die world often r< 
coinmiir.iMn. doi dopinK countries were i 
now falling out of use. 

GDP and GNI 

Tilt prosperity «! emimry i> mrasured in terms of GDP (Gross Domestic Product!, the value < 
its economic output: all the e.oods ariri service; produced there in a \eav. GDP per capita Is the 
total output of a particular country divided by the number ol peopie In nig rhcrr. 
High national income cm mean hi^h living standards - a ct. level; of wealth for people - hur 
it depends on income di-lnliuiior. - dv wa\ :h::i nwir.i v is divided anionic, the people of the 



abroad. This is the: 



Product). 

Globalizing trends 

The supporters of globalization, the wav rh.-.t the 
worlds economv increasinglv functions as one unit, 
say that it will continue to cause growth and 
prosperity to spread thanks to: 

■ free movement of capital: money for 
investment can be easily moved around 

■ trade liberalization: obstacles to international 
trade are graduallv being removed. 

■ shipping cvists "hat arc cvvr- ( ic;lrAiiyg tlxuvki 
■<i the efficiency of contain enzalion. 

f telecommunications and computing costs 



that have fallen dramatically. 
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46.) Complete the crossword with appropi 



4 High levels (if wealth 

high (6,9) 

10 The way wealth is spread (or 
not: through the population. 



11 Sec 3 down. 

12 Abbreviation for 5 down. |T) 
[3 Some re:;T :o rid: coUKTnr;. 




5 The total value of a country's g< 

6 The successful economies of SE Asia. (5,6) 

7 The value of goods and services produced is economic (6) 

H Between rich and pool: -income countries. (6) 

9 Some refer to poorer countries as rhe .-.5) 

:!■!-, 2 Match rhc examples of globalisation ■ l-i' to the trends in ( : opoi >m;c. 



The charge for Transporting a 
whole container of goods acros. 
rhe Pacific can be as little as $5i 



^ f There are no raxes on goods 
traded within the European 
Union. 



Iii today's money, the cost of a 
three-minute phone call from 
London ro New York in 1930 
was £200. The same call costs 
less than 1 1 todny. 



U countries and bring back o 
profirs without penalty. 



^g^^||g||^|||| i |M 
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Investment and debt 



There is debale about whether gove 
capital controls or whether they sho 



il capital inflows and outflows u 
id towards liberalization, 
.lability in a country's economy, 



economics have suffered from a 

Borrowing 



ary Fund (IMF) and the World Uank pia;-. an i.nporuin ivle 
loped counrrics. A main function ol the World Bank ' 
can obtain rhe condition: 



lend mo 
ic growth. For example, it 
-upph -.i sti-iii^, -re. - and project. : 



01 ■ mlra.trLieltirc projects mad luii'-Jin 
health, cdiicaliou ;iiid agriaillurc. 
Ill 11 J: V[|;ipi:'e ,u manes ma;. J 11:5 iimti.sLJiiiabfc el.. >>• Jj-^j .) i.v :i.'j.ilJe id repay their 
debts. The IMF has debt reduction programmes for Heavily Indebted Poor Countries (HTPCs) 
that will reduce the amount of money that they owe. It also contributes 10 work on the 
.Millennium Development Goals .pccTe large'., r.'alne ;n poverty reduction jad the 
stimulation of growth 111 poorer eoa:i-.ries. 

Word combinations with 'debt' 





burden 


the ar 


ount of debt that a country has, see 








debt 






a that people should be treated fairl 


and equitably 


rescheduling 
restructuring 




endevf apeo r:\ir ,1 debt can be rcpa 


d in a different 




relief 

forgiveness 


when 


aiders agree thm debts do not need 


be repaid 
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4 7.1 Look at the expressions in A and IS opposite. Pur the sentences ,h' in the correct order. 

(TheFrst is a.) 



si -.iifiiiiil uminils is ;i hud trade-nlT. 



r, spuning inflation, I 



As mnney is withdraws 
depreciates ^P'^ w }>> 



47.2 Now match the expressions (1-10) to their definitions ■ ^— j >- 



1 withdraw 

2 depreciate 
li pull out 

6 vulnerable 

7 perilous 

8 calamity 

9 vicious Circle 
10 inflation 



c disaster 
d leave 

e easily affected by something negative 



47.3 Match the two parts of these e: 



: on raining expressions from C opposite 



1 Under HIPC, countries have rbnr Jeln 

2 The arrangemenr with Moscow benefits 
the West because it involves no debt 

3 Mall ot' Alriea's l;l >vc runic nts pay as much 
per person in debt 

4 There's nor much point in debt 

5 Mozambique, which receives debt 

6 Brady bonds, named after former US 
Trcastuv iiccrei.irv Nicholas Brady, were 
created in the [m& m pan ul a cieh: 



i rchci it the money saved is then spent oi 



■g plan for developing countries. 
; burden cut to levels which the IMF and 

World Rank consider sUsiLiiu.ii'ii:. 
i forgiveness and requires Ru-sia to pay in a 

e service as they spend on health and education 



Over Jro tpu 

Should the debt of developing countries be completely forgiven? Why / Why not? Write a 
letter to a national newspaper with your views. 
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Trade 



Dismantling tfie barriers 

Rar.jir K,to i.s rr;;di- number lor ,1 rirvrlopini; country; 

"We believe thai there is increased prosperity lor all if wv ea:i evpori our yoods and 

•. -■- i,v-. :nvk We jit v., n km:; ihroneji r\v World '['rude Oraanizatior (WTO) to remove 

or dismantle trade barriers such as: 

■ quotas: limits on the number of poods that tan he imported. 

We pnrrienlnrlv war.; the countries of the North to open up their markets :o our j.p iculuirMi 
goods. Free trade areas or blocs such as 

■ the EE A: European Economic Area containing the European Union plus some other 



I NAFTA; North American Free Trade Area: C; 
abolished -.radc barriers between their member i 



>, but they should be rr 



Protected industries 

John Newman is head of a steel company 
in \ordhnd. an industrialized coimrn : 



many other steel-proo'tn 



have asked our 
impose tariffs on imported 




We fed that Nordiand is eLieaein;'. in 
view its just proleeti.mism. We beiiev 
compete in an open world market for 



Fair trade 

Claire l.ongdon is a consumer in the UK: 
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48.1 Complete [lie 



with appropriate ('arms t>l' expressions irom A ami B opposite. 



1 US and F.C hiisaies; ieaders now. ii L -.J to focus on reiv.ir. in;; 

between [he two blocs rarher than aim to create a single area. 

2 I 1c -aid i ---i-.ii i^, prices by increasing on Japanese luvury airs would give 

DeLroit's ilig Throe .iuluaiakers an excuse ro increase rlioi:' own I'.i.vari car pi 111".-. 

3 The Asia-I .aeiric economies have been growing and their 

market!. They uliei man;' neu 1 >pporrun tries. 

4 The European Union warned that South Korea should open up its oar marker, accusal;; ilu- 



5 If the Commerce Department ru 
expect higher tomato prices beei 
numbers that can be imported. 

Mi Look at C opposite. Put rhi- scolioi 



rs that Mexico is 

ise [lie US. will impose ... 



consumers tan 
rhem, limiting the 



of this article in the i 



:t order. iTlie fits: is a.i 



Sale of Fairtrade products 
doubles 

Sales of [mods iliiil promise heller ileal for fanlie; 
i-l (l;v,-:,i[iir;:' .s,ar,iric = h..\T : i« iff :h:i[] doubled ill 
Lbuv-_ \eai-. ii u;is .anut.ci:: it [hi weekend. 

"ir 14';! of liie marker 



-Inoked by mdeniiuten! shops mid must major 

SJpamai'sHf. 9 



The l-airaa&- FounJatinii crrafies and prnmole- 
.l.adLCK l-:i: III.v! TUTTlaLaiaal.v - ,a 'i !:ni I 
slaaiiaidi affair amic. Il -aid dial Sajrisburi's n(>« 

scllsaround I n "" 
and has owa-l.rjji;: coae;. ie 



Trie :irs- rairlradcaiiiirked piod aypearec on 

shflvci in I 'Mi. Sow [bods Lai i viiij: Ike niarkaie 
Mild II 'V aouarnVs hroujh J.is [:ial.T> and -Is; 
eoamaiaes. Tliaj are. -our.vd froa: If-!! prooaoer 



:f. .= a. ai 2lli.'l Tr.c ,-nnvih h.., ivan n-jli 

[!.]Ssil]lc ill liU-.LS 1 p--a I';. lIlL l|-,L|Lii-ir,_L M i 1 1 i T L SS 

at" supcmiiirticls IC sell Fainrade pruducls. whieh 
arc made usuit ingredients Th.n juaranlcc farmers 
The Guardian 




Should some industries in your country be protected - if so, which ones? Or should all 
goods be subject to free trade? Why / Why not? 
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International aid 



Humanitarian aid 




Wiici: ■.ht.-ir .1-- r\ir:-;ik: .liu. 11:011.. aid JWik'n'i -lJ; a? Ovhir .->:■ \lcdcc:r> sans bo inncr;-- 
play an important role. These situalii -Lii in Jade v,ar. natural di-asters J' a- earthquakes or 
floods, and famine - when people do not h.ivc enoup.h t« i-.it. tor example rollowinn crop 
failure. Emergency relief is provided in the form of supplies, medical assistance, .ind mi im. bin. 
is part of humanitarian aid. 

Development aid 

Aid agencies and donor countries n'lso 
jj.h l- development aid. and -n e: ■ntril-ut;- 

specific development projects. These 
project- mnv use intcrmcdialc 
technology - equipment and machinery 
suited to local conditions that iocal 
people can operate and maintain. 
Some of these projects arc dc.ia.ncd to 

Some provide seed money for small busin. 
become viable and able to develop by the! 

The aims of aid 

Dei clopinrr-J .'id or:, n come- from donor conn trie., v.n;: . o.iinrie. are in ire generous than 
others, jtivinst a higher proportion ol [heir -i.iiiiiri.il wealth. The place. t(i which aid is sent and 
the uses ro which it is pet arc influenced hi pre. sure groups and MiOs - non-governmental 

(..ovcruir.cin. ran ii ir.i- aid ai r recipients. Some dm nil's require die recipients l:i use the money to 
purchase equipment, ere. from them - rhis is lied aid. 

Many would say thai fee purpose of aid is poverty reduction. But there is a lot of discussion 
about how this can h c achieved. Some experts say that the best use of aid is to invest in projects 
i o inr::hi:ic in economic dc\ clopi'.lcn; . 
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40.1 Complete the sentences with appropriate (onus of expressions from A and P, opposite. 

1 In Fthiopia in rhc mid-iySOs. many people did nor haw enough to cat. This was one of the 

7 hi I 99-). Pakistan produced much less cotton than ir normally Joes because or unusual 
climate conditions. This is an example ot a damaging 

3 Helping people ill India after the earthquake there in I W is an insranct' of 

4 Sometimes only a little is requited vu get projects goinp. - rhc-> 

5 The hurricanes and Hooding in cenrral America in 2002 were one of the worst 

of the last few years. 



49.2 Read the arricle relating to the ideas in 15 opposite. Then say if the statements below are true o: 
false, identifying the phrase or sentence from the article that confirms your answer. (The first oi 

has been done for you.) 



The great aid debate 



The Economist 

~~ 



1 A number c: things a made o\ :-si.a. a:c a top lea! issac. 

True. - several factors have bnjiucjJi-l- +hc qw-S-hnn c-- cwrstiis :uj. -ro the, -fort. 

2 The influence of pressure gro;;p; b.as pnidu.ee vesiili'. especi idi m relation ;o debt relief. 

3 Donors and recipients Itnr until now raken eonrrol of die discussion for dieiv own :)lI\ anrage. 

4 Recipients aeeepr the idea that aid money is someinues wasted. 

5 Aid can reduce poveriy oniv when economic management in a oiuntr; is good. 



Find out about an organization involved in a particular development project and make 
presentation or write a report about it. 
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Sustainable development 

Climate change 




S^erilisls po-nl Li ■ i.':.. career. : clirnaLc chance, in , .\r:i.u'.ar global warm in;;, [bis • ;!k- 

and other greenhouse gases from :bc burning of hydrocarbon o' fossil fuels such as oil 
j] id coal. Some sai '.ha: die c.i: :h i„iiii:i sasi..i:: :iiudi : -. i :. h t i i n ilu strial iz.acion. 
The Kyoto protocol oi I n .is ciesi.jp.cc '.o p ilt ;hc- United Nations climate change 
comcntioii liiLij eiicci. This orsgiiulK aimed lo cat emissions to five per cent below 1 990 
Lveis K 1') 10. Scene businesses cfiiLipkni] lhai ilicsc i.uccis will ciciease their costs, bur 
see section C below. 

Sustainability 

Sustain. ibi]it\ is die vc.i : li.it 1 1 : ■_ economy should he t iru.i -n/cd in v,j\.s that cm be continued 
Willi nut oiuw-ii: ini". cr-ibk- damagy a ■ lb.- irr.i.n! . >r lI L:pk-t i . m oi natural resources. 

Businesses should be run not for short-term profit, hut in a way that takes account of the long- 
term interests or society and the environment. (See also Units 4.5 and 45) 

Devc'oping countries ave :r. ri a: auaai the In ing standards oi the industrialized world. Some 
warn that, in addition lo the dangers of cjobal warmum. the world'' natural resources are not 
sufficient for this. 

OLhers argue ilia: renewable, non-polluting energy sources such as wind power will allow 
further economic growth wino.i: caiisi-Q damns;- to "he enviicnn-ie:i-. Some arsmc that nuclear 
energy still has a role to play. 

I'iicsc are iiinie o: ilia 'sue. si:rnv.irkhc sustainable development m the global economy. 

The triple bottom tine 

social value they add - and dcsLrov. ..Sec I nil 4.1: 'I be TBL is used lo mil! ap tile values. 

resulriiii! from [heir activities and ro create economic, social and cjivjriin.'ijcnial value. The 
three lines represent society, the economy and die eiivironmcriL. Society depends on the 
economy - and the economy depends on the global ecosystem, whose health represents 
the ultimate bottom line. 

iri.i bilily.LTjm 
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50.1 Complete the article, which c on rains words from A and B opposite, wirh a-c below. 

Energy's future is trapped in the fossil fuel past 

In his Slaic of ihe inirn :i.id-ew, I'iv=;,Viit (ionrec w. [he White lluusc's enthusiasm lor hydros: 
Bush proposed a SI .."■In: icvr'Hini ;:i'Vi.-:-iiiiiL-is: iCMMivk invniik's iiriikr.iNLinliLh!,'. ■ C. 

.IcVell'IIIIVI" |1l'.''Ji..l]'.ia; 1.' X'uL.Le Ilk 1 illfLTl^ll "PilIl ■, |„r-L'LI I'll'lllCI WUV EO PCt 

conihu.iie^i jnci.ic uiih hydrogen-powered fuel cell .„,-.;..' "" , l .„ ; |"'.. 



a By using some of the electricity generated by renew able, to electrolyse water mid extract 

hydrogen, society obtains stored energy to use Lit it future date, 
b Hydrogen is the lightest, most plentiful element in 'be universe. When it is used to generate 

power, beat and lirjir, the only by -prod nets are water and heat. But what Mr Bush did not 



d While some applauded his call to create a clean, non-polluting cncrg> source tor the 21,1 
century, many environmentalists were less enthusiastic. That is because there is both more and 
less to his announcement than meets the eye. 

e While this second approach frees ns from rnssii fuel dependence ami is ibe solution 

environmenralisrs have dreamt rir for years, n currently cost; more to extract hydrogen with 
renewable energy. Thar is because electricity has to be generated twice, first 10 create the 
electricity ro eleerrolvse rhe warer and grab and stnre the l'Adrogen and tiler to use ihc 
hydrogen to power the fuel cell. 

50.2 Look at the tollowiug key word' Irom the article anil find words which can go before or after 
them to form "word combinations'. Two of them have been done for yon as examples. 





ee;'."eTE '/■-cobohiy Us? IGdvanccd: 



I Answer key 

1 .1 1 rewarding, srimularing 

2 client contact 

3 geron 

4 hands-on 

5 No cwii days arc the same 
G Origin,: I -rv. crcativi:v 

1 working i it j ou n 

2 purring idea; ir.vo practice 

3 admin, paperwork 

4 Mm work 

5 snowed under 

6 sense of achievement 

7 bureaucracy, red rape 







de'marifJ 








demanding 




'motivating, 'motivated 


'recognize recognition 


'rentable 


'satisfy satisfaction 


'satisfying, 'satisfied * 


1 She encourages us 










2 Morale here is very 

3 "We have a real sens 






o work towards the company's goals. 


4 We have a real sen 


.:r-.r..: 








1 fake 

2 true 


3 false 


5 false 




T Theory X 

2 Theory Y 

3 Theory Y 




4 Theory X 

5 Theory Y 

6 Theory X 










5 working cone 






2 supervision 

3 peer relationships 








1 the work itself 




4 achievement- 

5 advancement 






3 responsibility 




6 persoital grow 


th 




Verb 




Noun 




Adjective 


'delegate 




delegation 




'delegated 


empower 


empowerment 


empowering, 
empowered 




'hierarchy 


hier'archical 
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F E S S I 



S |o|"u| R 1 C 



Me.linca: 



:! It y 



.f people, 



mi hut id ,ml r h.-ir. rhicc 



Nigel: Yes, and you slio-jld sec r : n.- Micm! . I mi I nave -.. : pav i::r :' ■ i I :;p. nriploi 11: 
so they tan pet sick pqy . and so on. 
Mclinda: We should move to Nordland, where thrv have a ijexiNc ioh market . The level of js 
creatio n rhc.e is incredible. Sudoiira sluujld copy Xordland. 
Nigel: I agree, hut it never will, until it's too late! 



5.3 



3 fake 



G.'I 1 stress 2 stress- related 

i'i.2 heavy uorkloads, laek of manaju. 
G.3 Id, 2a, 3h, 4c 



6 false 

3 stressful 
cm support 
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3 human perio:i:ia:ice 



3 fake 



6 false 



8.2 1c, 2d, 3c, 4b, 5a, 6b, 7c, 8a, 9c, 10-d 
g.l 1a. 2b, 3b, 4b, 5a, 63 
9.2 1 people management 

2 soci.il skills 

3 self-awareness, inrr.spcrsanal. interpersonal 

5 empathy 

6 emotional inrelligence, EQ 



1 conformity to specification 

2 quality- management 

3 quality system 

4 customer satisfaction 

5 fitness of the design 



Verb 


Noun 




con'formiry, con'formist 


de'light 


de'light 


eliminate 






expectation, 'expectancy 


fit 


fit, 'fitness 


'satisfy 


satisfaction 


'specify 




'tolerate 


'tolerance 


'vary 





1 (customer) satisfaction 4 elimination of var 

2 (customer} delight 5 (customer) expect 

3 cu[i!oi"init\ to ip-cificarion G rolerauces 
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11.1 


Verb 


Noun(s) 


Adjeeti«e(s) ] 




ap'ply 


application 


applicable 




■ standardize 


'standard/standardiz 'arion 


'standardized 



1 ccrtiiic.viori, certified 

2 application 

3 standardized 



11.2 If, 2a, 3b. 48,5c, 6d, 7e 













T R~ 




L 






|-Q|U 


A L 


s l 


T|Y|C 




R | C | L 


E 




I 






'.i 

P 




G 




A 






m|'p 


0|W|E 




MEN 


T 




P 





















n 









'd 















w| 




c 


R 


E 


M 


E 




L 




D 






E 






















S. 
S 




T 

C 




[ 


m 




C 
T 



















|j 




T] 






s 




5 








~0 












S | E | W 


° 


R|K|, 


N 





12.2 1 employee participation 

2 have a voice 

3 right first time 

4 flow production 

13.1 lb, 2a, 3d, 4c, 5b, 6d, 7c, 8a 

13.2 lc.2e, 3b, 4a,5,6,7tl 



2 fund amen tal 5 delayering 

3 dramatic 6 job losses 

14.2 If, 2b, 3d, 4c, 5a, 6e 

15.1 1 performance, benchmark 

3 benchmarking, best practices 

4 competitive benchmarking 

5 Functional benchmarking 

15.2 1 )'« 3 no 5 yes 

2 yes 4 no 6 no 
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move 3 resource allocation 

, planning 4 strategies 

16.2 lb, 2c, 3e,4a,5f 

1 7.1 low-key - it's the only adjective indicating a low level of competition 
17.2 lb. 2d, 3a, 4c 



1 7.3 


2 advantage/edge 

3 price. 


4 position 

5 pressure 
G strategy 






1 8.1 


1 industry competitors 








18.2 


Strengths 


Weaknesses 


Opportunities 


Threats 




Good locations 


Improve staff 


lineriici booking 






Big enough to 
negotiate very 
good prices 


High staff turnover 


More exotic places 
-we are planning 
to offer rhese 
destinations 


Online travel 
companies already 
established 



18.3 

19.1 



1 focus 






2 




leadership 


3 different 
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20.1 1b,2d,3c,4a 



20.2 1 pioneer 

2 first mover advantage 

20.3 1 dropped out 

21.1 i environment 

2 iuiumlo^ts/iurunsr:. 

3 die Delphi method, panel (of experts), ; 

4 forecasts 

5 futurology 

6 scenario planning 

21.2 1c, 2n, 3b 

22.1 1 price 3 promotion 

2 product 4 place 



5 promotion 

6 promotion 



SOiL;tio:i 

5 false 



1b, 2a, 3d, 4c, 5f, 6t 
1c, 2b, 3a, 4d 

Sentence 1 sums up the article better. 
1 till records 4 I 

3 spending 
Id, 2a, 3b, 4c 



6 behaviour 



al class, demographic segment □ 



5 target groups 
2a, 3b, 4f, 5d. 6c 

1 brands 

2 pirasuming 



3 promise 
A equity 



1 face-to-facc, remote, house calls, personable 

2 trust, touch, promise 

3 damaged, disappointed 



a house calls 

b telephone/Internet 

2 Brand equip,- is lost and brand promise is broken. 
3 

a hang up their hats 

t another nail in the coffin 

1 brand positioning 

2 brand extension, brand stretching 

3 brand dilution 



a joint venture, joint venture 

b indireer export, agents 

v direct investment, direct investment 



t, licensing agreement, under licence, joint 
t, direct export, export manager 



27.2 lb, 2a, 3b 

28.1 
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2 denial of si 

3 firewalls / , 



30.1 
30.2 



4 law enforcement agencit 

5 privacy 

6 Law enforcement agenci 

1 untenable 

2 raft of measure* 

c, 2d, 3b, 4e, 5f, 6a 



1 dicks-and-mortar 

2 bricks-and-mortar 

3 infrastructure, e-ful 

4 private exchange 

5 public exchange 

7 e-marketplace / trai 

2 disparate 

3 disseminate 

4 gather 

5 phenomenon 

6 access, tap into 



5 climate change 

5 .strike a better balance 

1 exempt from 



rading platform 

7 assess 

8 platfor 



c, shelf life 

10 accomplish 

11 deluge 



32.2 



1e. 2d, 3f, 4b, 5c, Sa 



33.1 




33.3 1 financier 

2 finance/financmg 

3 finances 

34.1 exceptional items 
interest payable 
operating profit 
PBcL account 
reporting period 
retained earnings 
sell!])!; and genera! expenses 



1 reporting periods 

2 operating profit 

3 retained earnings 
1 exceptional items 



TOTAL ASSETS 



Si A'Cui'mMO' v- Use , , ar. l «7::cM.' 



35.2 1 trut 
2 fals 



3 false 

4 false 
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38.3 Tr 
39.1 




39.2 1 Paragon 
39.3 



3 Qu; 



4 CM 

i shareholder value 

2 divestment 

3 strategic decision 

40.1 a,d,b,c,e 

40.2 1 dean bill of health 

2 robust 

3 corporate collapse 



Paragon Quasar 




€6,000,000 €6,000,000 


Hemmed earnings 


€.3,500,000 €5,000,000 


Distributed earnings 


€2,500,000 


€1,000,000 


Number or shares outs-.mdins: 


10,000,000 


5,000,000 


Can-rent share price 


€5.00 


€6.00 


Dividend per share 


25 cents 


20 cents 


Yield 


5% 


3.33% 


EPS 


60 cents 


€1 .20 


PR ratio 


8.-33 





5 \ ieileiice 

6 lapses 



3 true - taking the reader step b) step through the process 

4 lake - creating and building J successful CSR management system is a complex, 
long-term project 

5 false -codes of conduct are not enough on their own 

6 ij':se - It eiieouiMgt' companies to think hard about ... wheriier they arc a potential long-term 

partner 
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41.2 1 bnb« 3 transparency 

2 community 4 ethics 

!■?. . 1 stakeholder theory 

2 socijl j-ep. ir'this- puKic relations evcrcke 

3 stakeholders 

4 social audits 

42.2 lb, 2a, 3d, 4c 

42.3 1 sweatshop labour 



4 health and safety record 

5 labour standards 

eiabwH abuse /labour exploitation 



Verb 


Noun 


Adjective 




'discharge 




di'spnse (of) 




di'sposed 






eimron'mcntal 








po' 11 nte 


pollution 
pollutant 


po'l luted 


recycle 


re 'cycling 


re 'eye la Me 




to'xidty 





43.2 Ife 2a, 3h, He, 5d 

4'j-..:"i 1 '"s-^.ini;, actOL-e.t.i.m.H- 

2 overfishing, depleted 

3 sustainable, natural resources 

4 greenwafch 

5 energy sources 

44.1 Article 1 -a. d, f, g 
Article 2 -b, c, c, h 

45.1 le,2k 3c, 4a, 5d 
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46.1 



|"E j C | | N | | M 



[N i 



3 trade liberalization 

4 free movement of cap-mil 

47.1 a.e.c, b, d 

4-7.2 1b,2g, 3d, 4i,5f, &,7a, 8c, • 

47.3 It, 2d. 3c, 4a, 5f. Gb 



«,i,c g. b, c, d, M 

1 famines 

2 crop failure 

3 emergency relief, humariit? 

4 seed money, viable 

5 natural disasters 

6 intermediate technology 
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49,2 2 true - [■t'ttvrivr lobhying by pressure groups 

3 true - [lo!ior< and recipient liivi- tended lu hijack the debarc 'or -.heir nwri purposes 

4 take - Rmpiems tent: ro bridle at flic idea rha : . llicy wa-.tr- aid nnw 

5 true: - aid can he effective in rediiCiiss; poverty but orfv v/ira ym-ii id countri^ wirh sound 



50.1 l42b,3c,*! r fti 

50.2 2 produce G power 9 renewable sources of energy 

3 store 7 heat 10 fossil fuels 

4 create 8 light 11 nuclear power 
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Index 



.-■-)■: -h.uf. :.\COR\ 

erknin/ 23 
:ss ''iekseH.' 2S 
mm,! I.uli iy j.LiornVhil; 

ouiuinj; irrc^uiiiriri,-. 



mple: ACORN) 
rtar nutlets M) 

3:db;tiiuV 2S 
iua'rnkiosL' 1 
jiusrau'kiu'tik.' 



bond markets /'bnnd ,mo:k 

bondholders ."bond .haulds 

bonds /bond;.' 33 
bonndar.- haund Yi I-. 
br;inJ awareness ,br;tnd 

ItjiiJ dilution ,b]ii-[][l 
^ dm'luirV 26 

brand extension '.hr.tnd 

ik'slenifa' 26 
br,-,n;j ramihanu- hnund 

fajmWtaMS 26 

and image ■■'.bra.'nd 'imidj 



26 
h-.uid |> 



cash outflows ',kiej' 'autflni)/' 
37 

cashflow statement .■" ka; J'fl 

.sleilmant/ 33,37 
certification / .sait if r 'kerj'n' 11 
chained to a desk 1 




computing ■l,.im l pju;lin' 4b 
computing power ;kjm'pju;HT| 



copvri^hr rht-ft -'knpii ;ut Oeit 
i2 

core business i.ta: : bmiis.' 19 
core comperencics /.ka: 

'kompu'rusiA' IK 
core compctcnrs fjia) 



corpnriiti' atr/ei 
'Utsz'nzl 41 

corporate collapses 
ka'larpsizi 40 



'fArjkJ'ni/ 
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CtUtonwr relationship 
management (CRM) 
lislJinj ri'li'ij-'nj'ip 

msitKljntaau 24 

r.TenM''iv 23 
.kislanis ,s:tl i^'fjuk.fri 



development aid :Ji vcbpmnm 

development process 

'di'vclapnwnl ,praoM_V 20 
development projects 

■di'vebpiikTiit .prndsoVt^: 
49 

differentiate /.diP'rem peU/ 2? 
differentiation 

/,dtf*remji'«ix*n/ is, 26 

digital right-. management 



growth /,ilko,11tMUk 



F.TQM F.«-t:Uf[iL:,- Model 1.- 
e-fullilmcnt '"u ful.filmant-- , 

ekctrenic/,elek'(n»ik 32 



. of variation 10 
]t,pic:siz' 30 



: burden 'del ,bj:d'V ■ 



dclayering ili: Ituriii 1-1 

delegate /'deliueit; 3 

Delphi method /'dclfni .meHnd; 



dominate ■'dnmmeit' 3 
dominate a market Ifi 
donot i-nunrrici "i1.iiin.-i 

,L\nltiz: 49 
doicom I'reriiy ..dntknrn 



Tien 



30 



encryption /in'knpfn/ 29, 32 
endangered ■ in'iieind^,id. ; 41 

eiirkh the darabaw 24 



entrepreneurial 

..antrapra'asiriSV 20 

entry barriers "cntri ,biaii/J 1 
iromneut /in'Vi 



environmental 

:m imnmi-nr.d eredem i:iK 
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\ur c> pc.ii) Economic Area flagship brand ■"fla.'yj'ip . , 1 nn *c] wip 

(EEA) /,juar?pi:3ii .brand' 26 ■ give notice 5 

.iik.mDmrk 'tsria 4K flexible fob .rs.-rk« lick-lb! clobal brand ,<;b„h^l hni:nd 

Lvaluating outcomes 'dp* ,mo:kil. 5 27 

.] va;ljui?niii ■itulkAin/ l.> Hraible working .i'lrkirbl global economy ■ ul.vib'l 

rvolvt- /I'vofv,' 20 'w3ikr U : i ' i':knr,?mi' 46 

ixceeded /ik' si :di d, 1 23 How production /'flau global ecosystem /.glootv'i 

exceptional items .■■ik.scpJ'V] pr3,dAkJ"'n. ; 12 'iikao.sistam, .i"0 

'ailamz; 34 focus /'faukasj IS global offerings /.ybub'l 

exclusive agents ,iks,klu:siv focus groups .-'I'-HiVri- .yruipv 'nt ! rn?'' 27 

'eid3 j ills/ 27 20 global warming ,',yb(ih'l 

executive directors iij.zckpiiv follower ■ fnlaiW 20 'w.-vmin/' .50 

ili'rekra?/ 44 forecasts ,"f3:ku:sli.' 21 globa liziicion /.Hlskb'lai'/.eifiU 

/ig.zekjalivn.mjue.nVei.p'ii/ ikslfeindj ,krai!,i:z,' 47 gl oca I Marion 

44 forming /friemii,/ 8 /.ulejukslai^ei/anJ 27 

expectation gap .■■.ekspek'icij n formulaic strategy 16 gtat/gUl/ 48 

i)*p. ; 40 foss.1 fuels /'los'l ,l'.ju:sl7j 50 GN1 (Gross National Intomel 
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il Monetary Fund 



home-work bjlariec/imLv.Lu 
6 

b)L!?;\\<.uk;i- il OiJ I l: '.v.:!.; 



;,i-hoiise m'feiu- 4. 19 
innovation /jn.Vveifa' 2D 
innovators ''jiwcita/i 20 
instability ■■.msl.Vhilati 1 47 



u*aW '<temidy 50 
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.ckspl.VlcipV 42 
labour MiiiiilarJs JeiKi 



mature industry J ■mo.ljua 

'mdastri/ 
maximize shareholder value 3 

measurable objectives 
eks^kterfni/il' 



ncivlv industrial^ 

[Nitsl 46 
niche ■■'ni:f ; IS 



ong-rcrm liabilities Mori.Laim .fitktW 1 

.lato'bilatiz/ 36 mourning /'mainiQ,' g 

osr customer auuiy,!, .ln-l n.iriOTulis.irioii ol" ai-eis J I 

'k,\st,5m3 r fl,n,Tbsis' 23 natural disasters /.ntclJVI 
ow miry barriers rtou 'emri di'zasstaz/ 4? 

.bxrisz/ iy natural resources .'.nscl/VI 
oiv-key competition f,bu ki: rt'TiMinf' 43, 50 

.fcompallfn' 17 need-ro-know basis ...niid t.i 
oyalty card '"birjlli kind,' 24 ,nao 'beisiv .11 

naintain mc-in'lein. 2h net cash position <,nel 'kit.!' 
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1'l.uuujm .■' plarnin- 13.16 protect -pr.vi ekl,- 26 

plant ,'pla:m/ S protect the environment 41 

pkivjnji politic pleiin protectionism pr.i 1 ck |'"ni'"m 

'pnl.Hiks/ (. 4X 

psvtihii^riiphic scRmcriuiioii 
.'.liilk^u.griEfik 



renewable energy sources 
'n.njiiiabl 'en.niji jixmt 



■vmv reduction <'pnv.->ti 
n.dflkfn/ 47,49 

.. ■ ' l: I' I- ' 



:ing period /n'poitirj 

rfcx* .14 
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i (ROA| 3S 
If (ROE) 3B 
tmem IUOI) 3 



ciijjimvrinR -n.v-i:*, 

.cnd^'mano/ IS 
rewarded /n'watdid' 44 
rcwardiiiB.-Ti'wjidir)/ ] 

reworking ',ri:'waiku]/ 12 
cmlu lirsi time (KIT) 12 
Mtf (WO*/ 27 
rigid labour marker 
'IClba ,ma:k](/ 5 
riiiiii p-i'Li Ju-ci ' id.iid 



^i.nvliolJcr-, eouit> 

r Jcttenkta* 'rt«mi 36J 

shareholders 'JoabSutdM 3 
.h ire holders' hinds 

.'Jeahaoldn/ 'find/.' 36 
share* tfWz/ 33 
•lure- oiustandmg .ft'?/ 

iaut'stscndirj/ 39 
shipping costs "Jipin. knsis. 
short- tern i profit ■■,J'3:t ,rjrm 

■pmW •.a 



st.miton requirements 

.•iticijal'ri n'kwaisnmnts, 

stiff competition ■■>hf 

.komp-i'li/'n/ 17 
stimulating '''slim.i.ileitiij/ 1 
■.YlnraUiwn «f j,tc™th 47 
stock options /'sink ,Wfa» 

44 



socially responsible investment 

(SRI) 45 
svift-skills /'soft -AiWi 9 
sped ficai ions (specs! 

spesrf i ' ketf ruA'spekV ID 

Stages of team life B 
stakeholder theory 



supervise ,'suipavaii 
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susijiruWe s-VMeinabL 41 tolerancrs ,"Hjb™t>iiz.' JO United Nations climate change 

*L^mnjb)e development top management 1,10 convention JQ 

« sicmabl ifj'vcbpniant, 'miemdamant/ 1 1 un sustain a file OuoO'MMftaM' 

50 total t|ualit> management 47 



unemployment 

/.Anim'pbimant/ .5 
Unemployment ln;uuH-i 

■ .Amm'pbimsM , bo n if its/ 5 
unethically /.An' eft kali- 41 
unfair trade practices ''An, Fes 



fl.f.mjr 



,91B*n*i > EeijV 4R 

written down ',m'n 'dMM ; 
written cff.'.m'r.'ofV 35 
yield .'.ji:M.' .59 
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